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OKLAHOMA TELEPHONE ASSOCIATION
301 N.W. 63™ Street, Suite 410

Oklahoma City, Oklahoma 73116 RECEIVED & INSPECTED
(405) 840-1800
Facsimile (405) 840-2377 JUN 9 5 2007

e-mail: om@brightok.net

FCC - MAILROOM

June 21, 2007

AT R I TITE
FRAACL . H ‘j
- CaHNAL

Ms. Marlene H. Dortch

Office of the Secretary

Federal Communications Commission
445 12" Streer, SW, Room TW-B204
Washington, DC 20554

RE: Complaint Log for Oklahoma - CG Docket No. 03-123

Dear Ms. Dortch:

Enclosed please find an original and four copies of the complaint log summary for the
period June 2006 to May 2007 for the State of Oklahoma. Also, enclosed is a diskette of
the above.

If further information is needed, [ can be reached at the above phone number and address.
Sincerely,

Rkt © KM

Robert E. Stafford
Executive Vice President
Oklahoma Telephone Association

Encl,

[ o 0 -

Serving the Oklaboma Telecommunications Industry Since 1935
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was using her Sprint Prepaid Phone
rd for a long distance call. Relay operator dialed out quickly, and
idn't type Information regarding minutes on card or other relevant

ils After the call was over, VCO caller asked operator if she used
the prepaid card to make the call Operator staled that she forgot
Operaior also advised that the long distance call was local. Customer]
staled the call was from OK to her daughter in AR, and knows the
call was long distance. Customer stated that she does not want
agent to get into trouble, but wants the agent to process the call
carrectly and was not sure why it wasn't done without problems in
past

Date of Explanation of Resolution
Resolution

110

Saervice

o

Ci for the problem and entered a
note indicating caller uses prepaid card and
loffered credit if charged by Sprint. Customer requested contact.
|Agent was coached by Team Leader on how to process prepaid
caling cards and 1o ask supervisor for help if questions arise
Trainer will retrain agent. Customer has been contacted and is
satisfiad with resolution.

OK TTY ASCIl user frequenity makes calls to wife's cell phone
through OK Retay Customer is getting all circuits busy. The cail
phone is not in use when the customer tries to call it. Customer

aaam;c Service apologized to the cust A technician was

Jdizpatched to resolve this issue after several trouble tickets and
troubleshooting over the phone with ASCII user's wife. This issue

wanted a follow up. lwas resolved on 3/28/2007 by the technician
[T0370TJASCN User called to complain thal he could uss the ASCI! relay O3zz/07|Relay Cuslomer Service apologized for the problem and assured the
service. consumer that a rouble tickel would be tumed in as stated. Trouble

icket XXXXX was closed. Customer Service was able to hear ASCIl
ones when calling the customer during a test call

[706/07|Vaice customer made several aliempts to contact relay. When she
asked to speak to @ supervisor, the operator laughed at her and was
overheard saying. Yeah, she's yelling at me for no reason

|E§IUJVDIC! customer is not able 1o place a relay call From their toll Tree

number.

01/06/07]Entared complamt n compuler and refermed 1o proper trainer.
Supervisor was able to speak with customer and stated customer
lwas already angry prior 1o reaching this agenit due to having a hard
time reaching relay, and the supervisor apologized for the
inconvenience. Supervisor did not hear agant voicing, Yeah, sha's
yeling at me for no reason. However, the agent was coached on
making sure such comments were kept to self. Agent understands.
Point of Contact made 3 unsuccessful attempts (11507 @ 12:15
Ipm, 1/26/07 @ 1:45 pm and 1/28/07 @ 9:55 am) to contact customed]
regarding this issue. Contact closed due to inability to reach
customer

OlmﬂRoIay Customer Service apologized and opened Trouble Ticket
OOOOC Conducted test calls, but was unable to reproduce the
problem. No follow up was requestad, therefore the complaint has
been ciosed.

TT30M7|TTY consumer calied In at 2 02 PIA and staled Dhal the voice party
she called through relay informad her that the oparalor was siow and
twouldn't read what consumer typed, stating things such as The
person Is still typing. Consumer stated that the veice caller knew tha
she was & fast typist and couldnl understand why the operalor was

taking 50 long. Customer dechined a follow up call

D1720/07] Customer Service apoloaized and informed the customer that the
lagent's supervisor would be notifiad nght away so that the agent
could be coached. it should also be noted that the supervisor who
took this complaint observed the customer was indeed a very fast
typsst. Agent is no langer working for the relay service, therefore

ow Lp i€ ot possible
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~ompi,JNature of Complaint ¥planation of Resalution

Apologzzed o customer and inf customer this wolid be pass
lalong to agent's supervisor. Complaint forwarded on to correct
center. Supvervisor met with agent and they addressed some
technical issues such as text jJumping on the screen, Advised agent
to call for supervisor mmediately if technical issues occur. Also,
supervisor and agent discussed how to focus on typing and

ustomer called to say that this agent needs more training a
agent can’t spell

laccuracy.
V01/07JAgent disconnected VCO caller during an important call. Possible Ommﬁupervw had a discussion wilh the operator. Supemvisor is
ltechnical issue. [concamed there is not enough detailed information about what

d. especially since the operator has no recollection of the
jcall. The customer contact stated the complzint was filed on April
[30th at 8:35 AM. but the operator did not work on this date untd §:15
LAM. Customer did not leave a contact name or number to follow up

V01/07JAgent disconnected VCO caller, Possible technical issue. Complaint usmmﬁpervnor et with agent who stated she or he Would never

hwas filed on 4/30/07 at 8:35 am idisconnect a call and is aware of the importance of reporting any
technical difficulty that may result in disconnects. No fallow up
requestad.
¥01/07JAgent disconnected VCO caller 05/01/07|F orwarded to proper center for folow Up, Talked to agent, who did

nol remember the specific call, but did recall a call where the agent
needed to inform the cutbound voice caller that the caller had
disconnected in the middie of a call Agent was unsure if the cabier
lhung up or the call dropped due to technical problems. Customer did
inot give contact information lo customer service, therefore RPMis
junable to follow up with the cust to ensure . ¥
resolufion. Complaint has been closed

J0S/D7|TTY customer stated the agent hung up while customer was typing 05/08/07]Apclkgzed to the customer and informed them that contact will be
Told customer wa appreciate their business. Customer did not want a forwarded 1o the agent's supervisor for immediate follow up. In
call back imeetling with the agent, the agent did not recall any calis that had

technical problems. Agent was quizzed on what to type to the TTY if
lthe voice caller hung up, whether inbound or outbound. Agent
Ishowed knowledge of correct information and call processing.
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This page has been substituled for one of the following;
o This document is confidential (NOT FOR PUBLIC INSPECTION)

0 An oversize page or document (such as a map) which was 100 large 1o be
scanned into the ECFS system. .

o Microfiim, microfonm, certain photographs or videotape. .

o Other materials which, for one reason or another, could not be scanned
into the ECF'S system.

The actual document, page(s) or materials may be reviewed (EXCLUDING
CONFIDENTIAL DOCUMENTS) by contacting an Information Technician at the FCC
Reference Information Centers) at 445 12™ Street, SW, Washington, DC, Room CY-A257.
Please note the applicable docket or rulemaking number, document type and any other
relevant information about the document in order to ensure speedy retrieval by the

T D



- -

OKLAHOMA TELEPHONE ASSOCIATION
301 N.W. 63" Street, Suite 410

Receive. . "~snected

Oklahoma City, Oklahoma 73116 JUN 2 0 2008
(405) 840-1800
Facsimile (405) 840-2377 FCC Mail Room
e-mail: ota®@brightok.net
URIGINAL.
June 18, 2008 ROCHET FiLe Wi

Ms. Marlene H. Dortch

Office of the Secretary

Federal Communications Commission
445 12" Street, SW, Room TW-B204
Washington, DC 20554

RE: Complaint Log for Oklahoma — CG Docket No, 03-123

Dear Ms. Dortch:

Enclosed please find an original and four copies of the complaint log summary for the
period June 2007 to May 2008 for the State of Oklahoma. Also, enclosed is a diskette of
the above.

If further information is needed, I can be reached at the above phone number and address.

Sincerely,

Robert E. Stafford
Executive Vice President
Oklahoma Telephone Association

Encl.

No. o s rwd (2
ListABCDE

Serving the Oklaboma Telecommunications Industry Since 1935
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Complaint Tracking for OK (06/01/2007-05/31/2008). Total Customer Contacts: 26

mare limes but “spparenty the Commumcation Agert got
fustrated or somathing”™ with her and disconmmecsad the line
Apologizee. Foliow up requesiec.

Cate of Complaint MNaturg of Complaint Dats of Resoiution Exstanation of Resohition
. Advised checking to make sure powes adagrior cord secunaly
oevzue Set o - General cazae plugges nto CapTel. This resolved customer's expenence.
Expianed ine sequirements ko second ne of CapTel and
082008 Setup  Ganaral 082008 uplairaed how 1o sl up B CapTol phona for use in 2 Ling
Mode.
Explnined thal CapTel can be used for @ 2+hour conference
Q51508 Consumer education - genersl 0511508 oo, and siso expisined whil she would ses il the call wore
switchadd Srom one caphonist 1o another
Avisad CusiOmen 10 ham ofl 2 Ling mode in the manu of e
051408 Set up - General oaane CapTel phona due o AUSCMer using one phone Ine win
CapTol
Advised customer 1o W OF Z Ling mide in the menu of the
051 308 Bet wp - Canaral 051308 CapTel phore due o CUSIMEN USNG GNA PRaNe NG with.
CapTel.
Floor sparvisor cbssiviad tha agants scresn, Al lyping
appearad o be accurate, s suspecied Wl iheee was a
06/1308 Customen said oparator not typing weil 051308 garsling issun on the cusiomars dovice Changed 1o a
fechnical issea rathar than agent error. Non agent emor and
no action taken
In this insbancs, Cestomur Servics department suspected
. . thers may have been & technical Bsue 58 we found that the
Customar stadas ihe O Aesisiant worstation whers the agent sat yesierday was sl down
from her at 608 PM on May 13, 2008, Tha voios customar
and work was being conducted on it day. The agert does
is 36f spoken. The Communication Assistant asked hes to ook el i W S 4 (¢ Wbl U Vi
081308 repmal the number to call. The custone mpssted i two 81408 s -

custamar. The agent folows the prachice 10 aNNCLNCE Mece
¥ &ha does gel a respanse oM Ihe woioe cusiomes and to
than swiich to TTY. she repeated this belore disconneciing
&/14 Emaill foliow up has been complsted weih B cussomar

sxpigining our findings




Young girl was caling hes deal Miend and compisined hal
he agant hung up on her. Forearded on 10 comect center.

* wriase No falow-up requested Gomplaint came in.on 5-11.08 at & e Cusomer €12 not requeet folow upa.
pm-
Team Leader spoxe with ihis agent and she did remermber
Cuslorme said sgunl mace an swiul lol of mistakes Asied e call She ssd she did siow hot Byping down hwicg, but it
° 4110108 agent twice 10 siow down because of e mistakos. 041 008 cidrtmake a dfforance. She said she knows that she was
Customer Jossst Pnk s was gariing, but it could have speling the woeds ight. DUt customer sad sha wasn't, No
Baen, since her teat comes info riay garbled many times. action taken Delermined to be a gartiing issue and non
Agom o
Supervscr spoka with agsnt and the agent said she had
10 B4r1e08 Customer ssid that agent Saled out before gelting the "GA™ DA BIE waited spproximately 30 S6C0NSS 1f hha "GA™ and ong 4id
1Go Ahaad) ok coma, then she started the cal pracess. Agent folkowed
procedure and did nothing wiong. Mo action aken.
Customar comgiained That s agant hung Up on hem
1 B40808 muliie frmes. Apclogized fo custorner. Forsarnded aanene Unatile to fallow up on complsink, due ko k¥ nol is our
complaint Io comect canter. Complaint eama in on 4/7/08 ot SRt
a7.63 pm Customer requasied folow-up.
557 equipmant problem wentified. Al approwmately 2.30
am. on Y1508 this was resolved. During ths time the
Service Cal Canter was actively laking cals with
12 03708 Technical - Geraal o Tns oty & fow carms . Confimmed weh the
e abiily lo make cols, Cuslomes wes imgpoiting incident
from prior days.
e A e e o e s
13 B ] i 58303 pen on 17708, Mo foRow i Mhp 010708 emgigyment. She na longer werks for the company, unetie
b ' L 10 folow U with her regarding this
‘customer.
Agenl 1l Calket "Acosss 1 long distance s temporaniy nol Fohowad up with agent smphabcaly dened haveg
authorized Pleess call 278 (phone number " Agent hen dacannectss on Ihe cestomer. Agent stated that she placod
" 010408 hung up on the caller. Caller folt the agent hed since another 010408 o call and relayed whal wes heard and the agen wes

agant could piaco T ool Forwarded o comect caner kot
foslows-up. Comphaint came i on 17108 & 8:30 prm. Mo
Tollumeup requusing

akod 1 reciel 8 fw M bators e call was discannectod
Ageni derorstrated knowieoge an proper Sl procedure on
o regards.




agant had poar speling Compisinl came in at 515 C8T on
122607 Forwarded 1o coreat canter for lolow-ups wih
agent. No folow-ups with cusiomes regquesien

wzror

Discussod with operator.

The TTY Customer gave the agent e number and prelerrod
long distance carmier. YWhen e agent o not espond. the
cuskomer asked, “sre you there? The customer states thal
him call was disconnacied aftar nof receiving ey rsponse
from the agenl. Apsingaed to e custamer and infarmes
i Tt el wouk Sorwand s 10 the SpDIOERENE SuDsrisor
for follow-up with the agers. No follow-up with e cusiomer
e

120007

The tam keader coaached the agent of the proper
proceduses.

111997

Customes saxd 2gent had sembie speling. This seems 0 be
@ tochnical ssus because customer resd beck an exsmgle
of what agent fyped and tha message was gartked rathar
than misspeled. Non agent error. No action taten.

111907

o achion laken Garbing on both sides. Non aganl ermor.

111907

This agent Sent wrong Macos and had very bad speiling
Then agent deconrmcied the call No follow ups requested

1107

Agent & assed in the complaint is not 3 valid number for any
of our agerts.

111907

Cusiomes slatad that an 111707 the aparator did pol
mapond 16 anything the customer was sayng and then the
call disconnecied Cusiomer belisved Ihe opsraics hung U
on her. Apologized fo e customer and Informad her the
aperaior wil be spoken %o by 8 supervsar sbout s
QuSIOMar 15 S31EAR0 and 0088 fOT want & foflew up call

11807

Agent did not remmmber the call Eoucated agent on
f— call

when a response is nol received the customer

141207

Vol user complained her TTY wser frend stil recerred
Sprint charges Ior some calls bul has ATT as Carier of
Choice. Apologired, verfied ATT seiactad, explamed Spant
Is working %o obésin commedt code from ATT for reliy
customers. Reminded callar again whal Information &
necesasry. &0 TROUBLE TICKET can b sutemitied and
sugeested using prrer on | ong Dstanced calls 0 abfain
s, Customes did not request coract.

111207

This complaint appears 10 be rescived, Agent D fumber
waz nol Isled. therelore a center cannot be contacted
regarding this ssus.

21

110897

Outbound customer complamed abeut agent lyping varbaten
the protanity word and ssid she dedril say & The ageal bold
Buperyisor thal il was whispenad 0 sha lypad it

110807

Agent fokowed procedien by yping eeeything heard. No
action taken




0872607

A vaice customer has a phane rumbar thar & tranded to be
angwored veioo whon she caled in using 717 The Custormer|
Sarvice Representative has checked the profie and the lne.
s branded for voice yet when voice customer disled 711 and|
e call s answered by TTY. Today on 5-29-07 the voice
customer cabled inand the ine was answered by TTY. She
weiaflod Tor M call 10 Cyeia through 15 veiok &S & has bean
rstrucied o do so before but $he Ine never cycled through
5N would [k 10 b8 caled beck by TTY &t har rumier for
an update on e solution.

Trouble Tickst was aasignad 10 Tis compksint Customer
was re-branded as @ voioe user for 711 calls.

Cusiomes slated that she it experiencng sxreme garbing
roaghnut Ma calls dunng sy tme of Ma day and at
wolty ONCE in @ Blue moon shell recaived a readable ted.
Lowernng the typing spasd doesn't really help at all. Would
ke 1o et this resoved . Her cusiomer note instructs the
agent to kwar the fyping spead o 4D words per mirte and

BT

Relay Program Managor afiemgtod t santact TTY customar]
thres limes on 624/2007. W26/2007 and 106172007 RPM
Al GRECy 116 ArSE feo imes and N6 las! 1me Mough &)
wrierpreter fo call theough the relay. Each time, tham was
garbing and Ralay Program Manages could not 1each
cusiomer. This seems 1o be an egupment isses, not a relay
imsun. Rtary Program Marsger sl atlempl (o fre an
address for customar 1o relay indarmation 1o her by lolier.

oeh2ar

Vioich Camy-Ovar customar unable 1o call amployers cal
phone numbers va O Relay. The Relay opamior heard a
rocanding Tl he RUMBoRs wes Fo lorger in serics bul the
call can be complated from & and ine wihout any problem.
ladvisad Trouble Ticiet. and compleint would be enlered)
Customer requasts conkact as S6on as passible

argor

This is 3 problem with the cell phone service prowder. The
mussags lsted & 8 US Colluer RVA and not & Spriet
network ssue. Customer's employer may need o verty with
Sprint PCS sl their numbses has been maved sed updated.
This may also be an issue with T way the call routing is
handied for the custome, Le. Sprint network has not bean
updatng 10 falact comact call routing lor this number  Again
s vl reguire 2 call o SPRINT PCS customer servioe 1o
warify custamer call rowing. Reley Program Manager ined 10
reach customan at the contact number on &/1B/2007, 2 pm,
TIB2007, T pem and 7/16/2007 =t 7:15 pm. Lek voioe mail
wach time and asked cstomer cal back No magonsa o
date.

Woloe customes asked for clariicaton aboul how Relay
WOrkS And requURSIEd 10 SPEak Wil & perviser The
supervmor was not available and the operator transferred o
Customar Sarvica. The cusiomer Gt sho was wosten
poody. (Complart laken by NMA Reday Cuslomes Servioe)
Cuatoemer regausts contact s Monday 6-4-07 or Tues §-5-
07 bedore § pm.

Tearn Leader met weth agent Agent kad already mentionsd
his call 10 Taam Laader on Sunday whan she recisod I
Agent felt the customer was upset and wanted supervsor io
ncrw that Trere mght be & complan. Cuslomar service is
ihe comect place o ¥ansfer somecne who needed mone
clarfication of e servics 58 (hey o provide Sl lype of
Irdormation. Team Leader did caution agent on har fone of
voice. She could come sorces as wnfriendy and reminced
agant Bt & amik can maka @l the difanencs in Sone of
voce. Agenl understands. Team Leader cabed customer on
D7 a1 7:00 pm. Customor was satsheo




Ageat asked for caling 5o number md Tien never rang my
rumber. Wondering what hegpened, minbe lechnical?7 -No.
folow up neeced

Agant saki ha did not Reve any cal W this, He had &
couge of calls that Gid an ASCII scarch and no one was.
e, bul nothing fom Chishoma. Possibie lechrcs!
preblom.
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DOCUMENT OFF-LINE
This page has been substituted for one of the following: -

omismmkmmw

0 An oversize page or document (such as @ map) which was foo large to be
scanned into the ECFS system.

o Microfilm, microform, certain photographs or videotape.

o Other materials which, for one reason or another, couid not be scanned
into the ECFS system.

The actual document, page(s) or materials may be reviewed (EXCLUDING
CONFIDENTIAL DOCUMENTS) by contacting an Information Technician at the FCC
Reference information Centers) at 445 12 Street, SW, Washington, DC, Room CY-A257.
Please note the applicable docket or rulemaking number, document type and any other
relevant information about the document in order to ensure speedy retrieval by the

Information Technician _
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OKLAHOMA TELEPHONE ASSOCIATION

3700 N. Classen Blvd., Suite C38

Oklahoma City, Oklahoma 73118 Received & Inspected
T L L. (405) 525-7700 LA
BOCKET b b%s‘mu_m JUN 24 2009
e-mail: ota@brightok.net FCC Mail ROOM

June 1.3, 2009

Ms. Marlene H. Dortch

Office of the Secretary

Federal Communications Commission
445 12" Street, SW, Room TW-B204
Washington, DC 20554

RE: Complaint Log for Oklahoma — CG Docket No. 03-123

Dear Ms. Dortch:

Enclosed please find an original and four copies of the complaint log summary for the
period June 2008 to May 2009 for the State of Oklahoma.

If further information is needed, T can be reached at the above phone number and address.
Sincerely,

Robert E. Stafford

Executive Vice President

Oklahoma Telephone Association

Encl.

[o. of Gop'os rasd (9] "'Y
Lizt ABCDE

Serving the Oklaboma Telecommunications Industry Since 1935
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Complaint Tracking for Oklanama (06/01/2008-05/31/2009). Total Cuslomer Contacts: 15

Date of

Neture of Complaint

Date of
Resolution

[Excianatcn of Resalution

06/07/08

(A VCO customer complained aboul garbing

06/07/08

The gartling appearad 1o be only o1 the VCO user's
TTY. The agent was lyping correctly and spcling
accurataly. Mot agent error, no action was taken
Technical issue

06/07/08

The agent would not respond to & TTY cafler placing
2n Intemnational call,

060708

The complaint was farwarded 10 the agent's
supervisor kar coaching on processing inlernational
calls, azking far help, end lollowrg customer
insiructions The supervistr will call the cuslomar
jalter rasolubon

Tean Leader met with Lhe agent and coached them
on 1he procedures lor processing internarional calls
The agenl apologed lor Lhe nconvenience 1o
fcusiome: The supervisor called ine cusiomer on
ler1zm8.

071808

A voice caller complaing cho has besn unabls to
reach a Oklahoma VOO user via Oklahoma Relay
recently. | apologized. pedormed a success’ul test cal
haa relay. and relerred the VCO user to the equipment
Inrogram. | et bath parties know thal | would submil a
fiecabie tickel 1o relay lachnicoans, No follow-up
contact wanted

0718108

The Relay Program Maneger did not understand the
resolion i Ihe nckel and conlacted the Customar
Servce Representatives 10 clanfication, Once APM
recessas a resolulion. RPM will cloze Ine complaint.
A liz lor thie garbling issue was pushed with (e last
Phoenix release. The fix wib elimnale Ihe majonty of
the garbling problems experenced by cuslomers.
Using the tuslomers daling informalion, the
Customaer Service Representabve placed mulliple lesl
calks lrom the O LATA 10 the OK Relay Sarvice with
no garbing Also lested inbound dialrg using DNIS
for VOO and 711 numbers al Lhe agenl position.

lAccuracy of caplons

07:22/08

A customer shared leedoack regarding accuracy of
captions The Cuslomer Service raprésanialive
apologizad for the incident and suggested that the
customer gocumenl the gale. ime. and CA number
on lulure calls with the same 1ssue  Thal will aliow for
more specihc loilow-up al the captionang center to
best calarming the cause of I1he caplioning quality
asue The customer agreed 1o 0 30

ks

08707108

The customer stales Ihat the captions lag leo far
behing the voice

oBo7oa

The customer shared feedback regaiding the delay o
captions duning heir call The Guslomer Service
Regprasentaiye apologized lor Iha maident and
thanker! Ine cuslomer (or the leectack. The
represeniatve also mformed them hat (he informahion
would be skared wiin the appropriaie captioning
service stal for folow-up. and sugoesied ine
customer document the dale. time. and CA aunber
for mote speciic Iollow-up in Inese situabans, The
CUSIOMers DYpOr DNEE 0OES Not Mpact compliance
with ECC rulos on 60 wprh Iext transmidgian.

[

101608

Ar Chlzhoma deal-blind ASCI user was having
Iroutle reactung his wile's coll phone when calling
through Relay. When the ASCH user calls via relay
they gat the wife's voce meil, bul when olher people
call 10 her cell phone wilhout rélay he phone nngs
ard shw answers I, Cuslomer service did many lest
calls and got the same resylts s the hystiand. The
custormer slales s sladed aboul 2 or 3 weeks ago.
(Customer Service apologized lo the customer and
ned in two liouble ickets. The cusiomer's wile
would ke & return call balora 1 gm 1oday on ner cel
iphone.

101808

M s 3C1ually 30 S5 ul wih the coll phana prawdan
and nol 1he relay  The customen was encouraged 1o
centact her cell phone provider The cass i@ now
closed.




01/08/08

Customer says that 1he agent canno! spell

Ov/os/09

Team Leader observed the screen and found only
lone spelling error in the call. it s determined that the
perbling @sue was on the cuslomer's side, Not agent
error and no achon was laken.




0 0105109 [Spnt WetCapTel 01705.08

g 1714709 [Technical - General 01/13/08 |Tech suppos acsoes a new arca Coco/protix
combination 1o the system database allowing the
customer 16 successiully completa a captionsd call
through Ihe Captioning Service. Issue is resolved.

10 1011909 WenCapTel Inta [T

11 | The cusiomer sakd they gave the CA thesr prepad 02/0% 18 Tieam leader mel wilh agent and agent sad ena does
card nlormation then gol no response, They hung uo o7 recall receiving Lhis lype of calk on 275, She said
and called back 1o CA 8725 a1 the Ohio Retay she is lamiliar with the pracedure Lo process prapaid
center al 00 am an 04 February 09, This C calling card cals No follow-uD was requasied
[processad (he call, which reached a foreign language
recording then a busy signal. Ne follow-up was
requesied.

12 03/04/09 The cusiomer notes say cusiomer wil use ol-free 030409 ‘@am Leacer coached this agent on the praper way
calling caro o place ntemational calls. The cusiomar 0 process an inlemational call using a prepaid calling
gave the agent Tha prepald can numder. pin RUMber card ke gave a refresher on prepaid caling cards,
[and inlernabonal number to dial. The cuslomer The agenl apologezed 101 the Incorvensence lo Ihe
racgived no response from the agent and was then customar
cksannectad by Lhve agant, which they thoughl was
rudeness on the agenl's behall, | apolegized for the
Inconweniance and lorsarded the complaind lo the
sgant's supervisor for follow-up on prapad calling
jcard procedures.

12 0308'0% The customer said they gave Ihe calling o number 03/08/02 Superwsor lolowed up wath the agent. They did nat
fand the agent did nol respond and hung up, renrermier the calt speaficaly bul saxd |hey did have al

all where the TTY message was garbled and when
1N apent asked the cuslomer 1o repeal, 1he Inbound
caller bung up. This was deemed a lechnical issue
and nol agent error

14 [04/06700 The agent dizled an incorrect numbar. The cuslomer 040609 A suparvisor mel wih this agenl and lalked about
Lold the agent number was Incomest and the agent jbaing polte Lo cuslemers. The agont did nol
redaled the nurber withoul getling permission from remember the call but apologized lor Ihe
the custormer. The agent ¢ialed comecl number the inconvenance o Ihe customer
second tme, utl never apologlzed 10 the customer for
Lhe inconvenience. The cuslomer was upsel thal the
agan! seemed ot 16 care il Ihe Intormec! number was
diadled The complunl was forwarded to a superISor
for follow-up on following customer inslructors. The
call accurmed while the agent was sull in ralning on
March 28th al 701 pm.

15 04/1609 The cusinmer sad thal ralay hung up on him and his D4N609 he ficer supenasor apologwed for the
pany The cuslomer coukdn'l remember Ingé agent 1D Inconvenence and acvised the cuslomer o wrile
but rememibered the number cl the supery SO thal cown agen! numbers n case somelhing ke this
helpes nim [hanpens agan The customier was satisfied with the

response
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JUN 282010
FCC Maii Room

June 22, 2010

Marlene H. Dortch,

Office of the Secretary

Federal Communications Commission
445 12" St., SW, Rm TW-B204
Washington, DC 20554

Re: In the Matter of Telecommunications Relay Services and Speech-to-Speech
Services for Individuals with Hearing and Speech Disabilities, CG Docket No. 03-
123

Dear Secretary Dortch:

Please find attached, the Complaint Tracking Report for Oklahoma in response
to the above referenced docket. The report is for the time frame from June 1,
20089 through May 31, 2010. There are a total of 16 customer contacts reported.

In its Public Notice, the FCC requests information concerning the total number of
interstate relay calls by type. This information is considered proprietary and
confidential by Sprint, the relay service provider for Oklahoma. It is my
understanding that Sprint will provide information to the FCC concerning the
number of interstate calls. However, Sprint will do so under seal since call
volume information is proprietary and confidential.

If you have any questions or would like to discuss the enclosed report, please
contact me.

Sinﬁ:el
Bob Stafford E ﬁ

Executive Vice President

Attachments

3800 N. Classen Blvd. » Suite 215 « Oklahoma City, OK 73118
Tel: 405-525-7700 + Fax: 405-525-7707 « E-mail: ota@brightok.net



Complaint Tracking for OK (06/01/2009-05/31/2010). Total Customer Contacts: 16

Date of of Resolubon
Rosolution
061508 Assistant was unsure of how to process this)
formatio type of call. He was Irying 1o find the instructions on how to
customer did not get a response from the agent for 2to 3 process calling cards while waiting for supendsor assistance
minutes. Customer Service assured the customer that the The C istant was coached on keeping the
A would be on the proper customer informed or 1o type "one moment pleass " He was alsof
way lo process calling cards and intemational calis. coached on proper billing procedures, which include, but are nol)
|imited to, calling cards ana the dialing out of intemational phone|
numbers.

[~ 2 [00/26/08 [ customer said that the Communicalion Assistant hung | DB/30/08 | The G tion A @ ot bt this cal, but
lup on them in the middle of the call. Apologized for the was on the imp of not g calls, and
linconvenience and informed them that this informalion the consequences of doing so.
would be forwarded to the appropriate person. No follow upy
was requested.

3 [06,27700 | customer reponed Thal when he ted 10 pIace an 06727700 | The Team Leader met wilh the Communication Assistant and
linternational call using a phane card, the Communication coached them on the imp: of keeping the
lAssistant did nol inform him of anything for § minutes. The informad about the status of a call. The Communicatian
customer was then toid that the line was not ringing. The Assistant undersiood. There were several atlempis to follow up
customer’s phone card was charged for § minules. The at the number provided, but there was no answer.
lcustomer doas not believe that the line would not ring
|because he has never exp that before. Apolog
to the customer, and told him (hat (his information would
be: forwarded to the appropriale person. The customer
requested a follow up.

T (07113100 |7 customer said that they provided informaton for an 07714109 | This i numBer & ¥
linternational call, but that the Communication Assistant unassigned. The customer did not request a follow up, therefore|
wad'\funtw‘and!nnluww. further investigation is not possible,

5 (07720000 |Captions - stop in middie of call A Cusiomer shared thal [he caplions cul off n the middie of their]

jcall. A C: Sarvice and found)
that some calls were disconnected/reconnecied due to data
disruption. The customer did not have the time and date of the
call, 80 It could not beé confinmed that this was the cause. The
Customer Service Representative suggesied hat the customer
document the date, lime, and Communication Assistant
igentification number of any future calls in order to effactively
pinpoint the causa. The customar understood.

"5 (080300 A customer 5aid that the Communicaion ASSIstant tid not | OB/D4ID0 | The CommuNICaton ASSIStant Saia that MEre ware (Bchical
respond once the cutbound line answered, and they only difficulties on the call.
typed the gender and the greeting. Apologized and
Jnformed the customer that a Supervisor would follow up
with the Communication Assistant. . The customer does
Inot want a follow up.

7 joa0ens [AvVCO was upsel he requested a | DW/0B/00 | The Supervisor met with the C: : Who said |
superviser at the end of a call, but the Communication that she had just taken over the call, typed a few words, and
JAssisiant did not gel a supervisor on the line. The VCO then the call was over. The customer requested a supervisor,
customer had to reconnect to rélay, and then be bul the Ci Assistant gave the her

1o Customer Service. The Customer Sarvice identification number before getting the supervisor. The
Representative apologized for the situation, and informed then d. It thal the call was
that this inft wotild be i to handled appropriately. The Supervisor and Communication
appropriate individual. No follow up was requested. nportance of quickly g the
customer “one moment please for supervisor™ or something




14

15

18

give a message that had been typod. The customer got
-thw»uamm
sonized for he | L and Sk

b” or for the feedb The customer would ke 3
up call,

& [10/06108 A customer saxd ihat pror 10 dialing oul they gave the T0/06/08 | The Communicaion Assistant was not at faull, and 1t was
[Communication Assistant a message to voice to a specific confirmed that they followed the comect call processing
person at a restauranl. When thal specific person came onf procedures.
Pllmhwwwmwm

d 10 the cusio and them
lﬁawﬂmmnummlopmn
customer was satisfied. and did not reques! a follow
S [12123/08 JA customer said that ihe Communication Assistant 12130109 | The C: icat @id ot The cal or the

circumstances. The Supervisor did not feel that there was
enough information to clarify the problem. The Communication
Assistant was coached to always be sure (o relay everything. A
follow up call was made 10 the customer.

110

asked the Communicalion Assistant to repeat, but
hey would not. The customer was tharked for their
back, and informed that this information would be sant|
the appropriate person. The customer would like a
cail.

0 [ customer sax thal the Communication Assisiant diaed T3GI10 | The Team Leader mel with the COMMUNCANoN ASSSIan 10 g0
and d up their call. The over proper call procedures with specific attention to following
lcustomer's noles state to make international calls. mmnumuwmnnwwmwu
Apologized 10 the customer, and no follow Up was caller. The Ci
frequested
Communscation Assistant did nof follow the [The Team Leader met with he Communication Assistant. They
s di The s notes did not remember this call, but did demonstrate to the Team
state to make calls. The C Leader that they were able lo process a billing card commonly
JAssistant dialed the wrong number. Apologized to the used for international calis. The Team Leader coached the
for the . No follow up was Communication Assisiant (o have the call documented anylime
|requested. @ customer says the oporator dialed a wrong number.
TOX20/10 | There was inguthcient information, 50 the contact has baen

closed. Customer Service atempted 1o reach the TTY customer|
several times, but unsuccessfully.

echnical - General

[T

A customer said that she had difficully CAln a pariicular
number. Technical suppon added a new area code/prefix
Mwhmmwummm
o a captioned call through CapTel. Il is
confirmed that INis issue Nas been resolved.

Tone - Not heard TAEIT0 | A customers fend siaiod thal the CLSIOMEFS phane 16 not
g. The
mmuwlmmmmmmwﬂm
fi that the s was
customer said that during a call they reached an 042110 'Euf‘ tion Assistant did not ber this call, but
[answering machine, and typed a message lo be relayed She is now aware that if this
jonto the machine. During the message, a live person wm“mnmumnm
d. The d that the o ba
iread to the live person, but the Communication Assistant
refusad . The supervisor apologized
10 A said thal their call wenl fine, bul while saying | 05/27710 | The Supervisor $poke (0 Communication Assistant, She said

to the operator, they received garbing. They
the Communication Assistant to repeat, but the call
¢ d. The was for their
ack. No follow up was requested.

mmmmmmu cut said that if there was
g she pr y that the was closing

hﬂ medmmmMthw

type of garbling, and was also of the

disconnecting calls.




'E%Mnomuum
1 1 customer

Complaint Tracking for OK (06/01/2009-05/31/2010). Total Customer Contacts: 16

gave agent

and an number to dial. The

Mmﬂlmﬁnuaﬂmlulh3
Servica the that the

C A would be coached on the proper

way to process calling cards and intemational calis.

Resolution|

Of Resolulion

was unsure 10 process

type of call. He was trying to find the instructions on how to
mmm;mm&mmnw
The G g the
mmubm’mmmﬂpm He was alsol
coached on proper billing procedures, which include, but are not
|limited to, catling cards and the dialing out of intemational phane

jwould be forwarded lo the appropriate person. No follow up)
lwas requested

numbers.
z (A customer said thal the Communication Assistant hung | D8/30/08 | The G @ not this call, but
on them in the middie of the call. Apologized for the was coached on the of not 9 calls, and
and informed them that this information the consequences of doing so.

|A customer reported that when he tried to place an
jintemational call using @ phone card, the Communication
Assistant did not inform him of anything for 5 minules. The
was then lokd that the line was not ringing. The
customar's phone card was chamed for 5 mimutes. The
mmmmmnmm«mm
|because he has never L thal before.

o the customer, and tokd him that this information would
[be forwarded to the appropriate persor. The cuslomer
requested a follow up

~The Team Leader met wilh the CommuNICation AssiStant and
coached them on the importance of keeping the customers
informed about the status of a call. The Communication
Assistant undersiood. There were several atlempls fo follow up
at the number provided. but there was no answer,

4 IOTﬂﬁ

A cuslomer said thal they provided information for an
linternational cail, but that the Communication Assistant
typed thank you" and then hung up.

Thes 0 AssHiant [genticaton number s currently
unassigned. The customer did nol request a follow up, therefore|
further invastigation is not pessible.

5 072008

[Captions - stop in middie of call

A customer said thal the Communication Assistant did not
i once the outbound ling , and they only
ltyped the gender and the greeting. Apologized and
informed the customer that 8 Supervisor wauld follow up
jwith the Communication Assistant. . The cusiomer does
(not want a follow up.

was upsel b she da
supervisor al the end of a call, buucamm
|Assistant did not get a supervisor on the line. The VCO
lcustomer had to reconnect to relay, and then be
ltransferred ta Customer Service. The Cuslomer Service
for the sftuation, and informed

appropriate individual. No follow up was requestad

[ Representative
F:wmuummmnluon would be forwarded lo

TEIDAI08 | The Communicalion Assistant sad thal hore were technical

m—kwmm&hmwmwd

A customer shared that the captions cut off in the middie of their}
jcall. A Ci Service Ry tit and found
that some calls were disconnected/reconnected due to data
disrupfion. The customer did not hawe the time and date of the
call, 50 it could not be confirmed that this was the cause. The
Cu Servica suggested that the customer
document the date, time, and Communication Assistant
Igentification number of any future calls in order to effectively
pinpoint the cause. The customer understood.

difficulties on the call

that she had just taken over the call, typed a few words, and
then the call was over. The customer requasied a supervisor,

but the C. gave the cust her
mwwmqhaw The
then di It app that the call was

mwnm mwamm
of quickly g the
pleluf:r 0

“one ar




8 |10/06008 Ammmwmunguhymm TOIOBI8 | The Communication Assistant was nol at faull, and i was

8 1o voice to a specific confirmed that they followed the commect call processing
puwnlliruwrl When that spacific person came ony procedures,
flulhe the Communication Assistant would not relay the
10 the: custo and infe d them

ﬂiimluhmmhw:lawsw
customer was satisfied, and did not request a follow

customer 12/30/08 | The Cx Assistant 4o not The cail or the
give a message that had been typed. The customer gol circumstances. The Supervisor did nol feel that there was
, and hung up to get a different Communication enough information to clarify the prablem. The Communication
for the - and Assistant was coached 10 always be sure 10 relay everything. A
customer for the feadback. The customer wouid like 8 foliow up call was made to the customer
follow up call.

0 [oarienc am-mmmammmmmw X180 | The Team Leader mel with the Commumication ASSistant 1o g0

incorrect and up their call. They ovar propor call procedures with specific attention to follawing
customer's notes state to make inlemational calls. cusiomer noles and dialing the exact number provided by the
|Apologized to the customer, and no follow up was caller. The Communication Assistant understood.
requested.
T [N cwmmnmwnocmm G110 | The Team Leader mel with the Communicaion Assistant. They |
The ‘s noles did not remember this call, but did demonsirate lo the Team
mmmmmﬂomluﬁ The Communication Leader that iney were able lo process a billing card commonly
|Assistant dialed the wrong number. Apologized to the used for international calis. The Team Leader coached the
for the i L No follow up was Communication Assistant fo have the call documented anyfime
requested @ cuslomer says the operator dialed a wrong number
72 |0a/25/10 |A cuslomer said thal thelr message was garbied, and that | D3/Z8/10 | Thers was InsUMGEnt INformation, so the contacl has been
iney asked the Communication Assistant to repeal. but ciosed. Customer Service attemptad to reach the TTY customer
I’I-ymnna_mmmtuwdmm several imes, bul unsuccesshully,
and inf that this in ion would be sent
to the approp: person. The would like a follow
up oall.
=73 [0373010[Technical - General D300 | A customer said thal she had difficulty caling a paricular

number. Technical support added a new area code/prefix
uwnblnanonhmquum database which ahlowed the customer|

to & capl call through CapTel. it is
confirmed [hal this issue has been resolved.
] 510 |Dial Tone - Nol heard OIS0 Amwmmmnmmum

mwwmtm phone was working again. It was
confirmed that the customer’s exparience was resolved.

18 [0421710  JA customer aca an G210 | The C ication Assistant did not Bor this cal, bul
lanswering machine, and typed & message o be relayed was ched on propsr She is now aware that if this
lonto the During the ge, a live person sifuation ocours again, she is able to repest the message

answered. The customer roquested thal the message be
read to the live parson, but the Communication Assistant
refused. The supervisor apologired.

Wo R customer said that their call went fine, bul while saying T0 | The Supervisor spoke 1o Communicalion Assistant. She said |
to the thay They she did not remember this specific call, bul said that if there was

the Communication Assistant 10 repeat, but the call g she p that the was ciosing

cled. The was for their Mo‘ MMMNnMndM"mhm

No follow up was requested. type of and was also remi of the consequences of




Complaint Tracking for OK (06/01/2009-05/31/2010). Total Customer Contacts: 16

of €

sﬁhlﬁwmhm“mm
number to dial. The

umuummuwuzha
Service

the that the
wolsid be on the proper
way to process cafling cards and intemational calls.

Date of
Resolution

A cusiomer said that the Communication Assistant hung
jup on them in the middie of the call. Apolegized for the
incorwenience and informed them that this information
lwouid be forwarded to the appropriate person. No follow up
jwas requested

o

3 [06209

A customer reported that when he fried lo place an
intermational call using a phone card, tha Communication
Assistant did not inform him of anything for 5 minutes. The
was then (old that the ine was nof ringing. The
lcusiomar's phone card was charged for 5 minutes. The

does not beleve that the ine would not fing
F&m“ that before. G

the customer, and loid him that this information would
forwarded to the appropriate parson. The customer
requested a follow up.

08727109

Jcustomer informed or to type “one momenl please.” Ihuualw
| coached on proper billing procedures, which include. but are not]
{timited 1o, calling cards and the dialing out of intemational phone!

was unsure 1o process this
type of call. He was trying (o find the instructions on how 1o
mnmmmmhummm
The Cor Assislant was coached on iy the

numbers.
istant did not
on the imp of not

this cafl, but
g calls, and

[ The G
was

[~ The Team Leader mel wilh the Communication Assistant and
coached them on the importance of keeping the customers
informed about the status of a call. The Communication
Assistant understood, There were several atlempts fo foliow up
al the number provided, bul there was no answer.

supervisor at the end of & call, but the Communication
IAssistant did not gel @ supervisor on the line. The VCO
jcustomer had to reconnect 1o relay, and then be
ferred to Customer Service. The Customer Service
for the and
that this tion would be f e
appropriate individual. No follow up was requested.

[ customer said that thay provided Tor an G7/14/080 | This Communication Asslstant Idenbficalion number & currently
international call, but that the Communication Assistant unassigned. The customer did not request a follow up, therefore
Jtyped “thank you™ and then hung up. further investigation is not possible.
5 07720009 |Captians - stop In miadie of can 0772009 [A customer shared that the captions cut off in the middie of thair]
icall. A C Service 0 and found)
that some calls were disconnected/reconnected due o data
disruption. The customer did not have the time and date of the
call, 50 it could not be confimmed that this was the cause. The
Ci Service Rep suggested that the customer
documeni the date, lime, and Communication Assislant
|dentification number of any future calls in order to effectively
pinpaint the cause. The customer understood.
6 [oa0a0s A aid Tat i ComMUNICAToN ASSISTAnt gid Nol The Ci fion ASSISIant 5aid thal there were technical
respond once the outbound fine answerad, and they anly difficulties on the call.
typed the gender and the greeting Apologized and
mhmm:wwmlﬂw
jwith the Ci . The does
inol want a follow up
[~ 7 [0e0ene JAveo was upsel b she Js 0006700 | et Who

the
M“Wlmlmwhnnmuhm“
then he call was over. The da A
but the C gave the stomer her
identification number before gelting the supervisor. The
cstomer then disconnacied. It appears that the call was
mwuymwnmm
of quickly info the

"
e 4 i s

P

“poe pl-uhr

" of




customer or to

out

logired to the . and

gave the
age 0 voice to a specific

at @ restaurant. When that specific parson came on|
fine, the Communication Assistant would not relay the
tham

Wﬂhmmmummmm
The customer was salisfied, and did not request a follow

, @nd hung up 1o get a different Communication

customer said that the Communication Assistant refused|
o give a message that had been typed. The customer got

006109 |

1230/08 | The Com

[~ The Communication Assistant was ol at laull, and It was
confirmed that ihay followed the comect call processing
procedures.

did not the call or the:
circumstances. The Supervisor did not feel that there was
enough information (o clarity the problem. The Communication

Apologized for the in i and thank Assistant was coached to always be sure 1o relay everything. A
or for the fe ck. The would ke a foliow up call was made L0 the custorme:.
up call
0 0 |A customer sald that the Communicalion Assistant daled | DA/15/10 | The Team Leader mel wilh 1ha Communication ASSISIant 10 go
incomrect numbers, ana therefore massed up their call. The| over proper call p with L to follows
lcustomen's noles stato to make international calls. mmnmduqu-mmwmwu
|Apologizad to the cusiomer, and no follow up was. calier. The G cation A ur
requested.
777 [ren0 [The Communication Assistant cid not folaw the TI/16/10 | The Team Leader mel with the Communication ASSiStant. They
The 's notes. did not remember this call, but dia demonsirate fo the Team
[state 1o make international cails. The Communication Leader that they were abie 10 process a billing card commaonly
Assistant dialed the wrong number. Apologized to the used for imernational calls. The Team Leader coached the
for the in No follow up was. ‘Communication Assistant (o have the call documented anytime
requestad, a customer says the operalor dgialed a wrong number.
77 (032510 |A customer said that thair messago was garbled, and thal | 03/2010 | Wit clent . 50 the contact has been
iney asked the Communication Assistant o repeat, but closed. Customer Sesvice attempled 1o reach the TTY customer
{they would not. The customer was thanked for their several times, but unsucoessfully.
and infl That this would be sent,
lo the person. The would like a follow
up call.
echnical - General 03I/30N10 | A cusiomer sakl that she a r
number. Technical support added a new area code/prefix
combination to the system database which allowed the cuslomer
to iy a call through CapTel. Itis
mutﬁmmmm
D) Tone - Not hoard 0anso | A T siated hal I Gustomer & phons s nol
working The
mmmmmmmmmmmum
Vi that the s was resolved.
5 110 JA customer said thal during & call they reached an 4721110 | The G cation A did not ber this cah, but
lanywering machine, and typed a message 1o be relayed was on proper proced She is now aware that if his
lonto the . During the  live parson situation occurs again, she Is able 1o repeat the message.
. The cust that the be
read fo the live person, but the Communication Assistant
refused. The supervieor apologized.
168 10 JA customer said that their call went fine, but while saying | 0572710 | The Supervisor spoke to Communication Assistant. She said
bye to the op . they received garbling. They mmmmwmmmmmnmm
mmmmmwmwmuuw that the was closing
as The was th for their ﬂaulSmdemmduMnlmnw
No follow up was requested. type of g g, and was also of the g of|
disconnecting calls.




Complaint Tracking for OK (06/01/2009-05/31/2010). Total Customer Contacts: 16

mmmudldnutuum&mhqmlhrzma

Service that the
Ic m' would be on the proper
lway lo process calling cards and intemaltional calls.

the

Date of |Explanation of Resohition

Resolution
[G6715700 |

Emmmmmdmmmmu
type of call. He wag Irywng o find the instructions on how fo
process calling cards while waiting for supervisor assistance
The C: was on the

mmwbmmmum Huullul

coached on proper billing procedures, which include, but ane not
|limited Lo, calling cards and the dialing oul of intemational phone|

isupervisor at the end of a call, but the Communication
|Assistant did nol gel @ supervisor on the line. The VCO
lcustomes had 10 reconnect 1o relay, and then be
ferred to Customer Service. The Customer Service
FRepresentatve gized for the and informed
that this would be o
appropriate individual. No foliow up was requestad.

nNUMbErs.

2 [00/26/08  JA customer said tha the C: Assistant hung | 0B/30/08 | The C Jid not This call, bul
up on them in the middie of the call. Apologized for the was on the of not cakg, and
|inconvenience and informed them that this information the consequences of doing so.
wouid b forwarded to the appropriate person. No follow up)
was requosted.

3 0072709 [\ customer reporied that whon he tried 1o place an 06727708 | The Team Loader met wilh the Communication Assistant and
|international call using a phone card, the Communication coached them on the imp of the:
[Assistant did not inform him of anything for 5 minutes. The Informed about the status of a call. The Communication
was then (0id that the line was not ringing. The Assistant undersiood. There were saveral attompis to follow up
icustomer’'s phone card was charged for 5 minutes. The at the number provided, but lhess was no answer.
Jeustomer does not believe that the line would not ring
because he has never experienced that before. Apalogized
{io the customer, and told him that this information would
e forwarded 10 the appropriate person. The customer
frequested a foliow up.
7 [0771300 A customer said thal they provided nformation for an 0714100 | This Communication Asaistant |dentification number 15 curently
international call, but that the Communication Assstant unassigned. The customer did nol reques! a follow up, therefore|
“thank you' and then hung up. further investigation is not possible
5 [07720008  [Captions - stop in middie of call 07720009 | A customer shared that the captions cut off In the middie of their
jcall. A C: Service R g/ and found
that some calls were disconneciedireconnected due to data
disruption. The customer did not have the time and date of the
call, 50 It could not be confirmad that this wes the cause The
G Service wmmw
duummemm and Communication Assistant
Identificalion number of any future calls in order to effectively
Mmm.mmm.
6 [00/0300 | customer said thal the Gommunication AssiStant did nol | DB/D4/08 | The Communication ASSIStant Said That There were [echnical
once the outhound line and they only difficulties on the call.
Jtyped the gender and the greeting. Apologized and
mmmmrmaswwmw
with the C: . The does
Inot want a follow up.
7 [AVCO was, b She " ORIOBI08 | The Supervisor mel with the Communicalion Assistant who said |

that she had just taken over the call, typed a few words, and

then the call was over. The customer requested a supervisor,
but tha C i gave the her
dentification number before getting the supervisor. The
customer ihen disconnected. It appears that the call was.

mndlndnpprm smrandc«nmmmn

tha impor of quickly i g the

cusiomer mmmlphuhmrwmowm




A Mmmwhﬁhumgmﬂ-

Ci a 1o voice to a specific

person at a restaurant. When thal specific person came on|

I’lhohl hmmnmmﬂmmmh
to the cust . and them

this would be forwarded 10 the appropriate person.

cuslomer was salisfied. and did not request a follow

T0/06/08 |

customer said that the Commurication Assistant
give a message that had been typed. The customer got
. and hung up to get a different Communication

The Communicalion Assistant was not at faull, and it was
confimed that thay followed the comrect call processing
procedures.

The C ation Assistant o ol e call or the
dreumstances. The Supervisor did not feel that there was
&nough information to clarfy the probiem. The Communication

10 customer said that their call went fine, but while saying
10 the operator, they received garting. They

the Communication Assistant to repeat, bul the call
di was for their

The
feedback. No follow up was requested.

Apologired for the in i and d Assistant was coached to always be sure o relay everything. A
for the fo The would like a follow up call was made 1o the customer.
up cal
10 Jo3neno Amuummmmm TINBI0 | i;immmwhmwm.p
up their call. The over proper call procedures with specific attention 1o following
mmmmnomunmm mmmmwmmmmuwn
lApoiogized to the customer, and no follow up was calier. The Co
requested.
11 [oaiei0 (& alion Assistant did not folow the DA16/10 | The Team Leader mel with tha Communicalion ASsitant. They
[customer’s database instructions. The customer's notes did not remember this call, but did demonsirate to the Team
Istate lo make calls. The Ci Leader that they were able 1o process a bilfing card commonly
Assistant dialed the wrong sumber. Apalogized 1o the used for international calis. The Team Leader coached the
for the ir No follow up was Communication Assistant to have the call documented anytime
requested. a customer says the operator dialed 3 wrong number,
72 |0325110  |A cuslomer sald thal thair message was garbied, and at 1 There was INGUICIent INformanon. 80 (he contact has been
asked the Communication Assistant to repeal, but closed Customer Service attempled to reach the TTY customer
would not. The customer was thanked for their several imes, bul unsuccessfully
, and informed that this information would be sent
to the appropriate person. The customer would like a follow
lup call.
73 [0A/30/10  |Technical - Genaral TA/mai0 | A customer said thal she had aically caling 3 panicular |
number. Technical support added a new area code/prefix
combinaiion to the sysiem database which allowed the cusiomer)
o ‘ a cap call through CapTel. it is
confirmed that this issue has been resolved.
74 (04175710 Dial Tono - Mot heard Ganann amwnm
working. The
service and reported that her phone was working agaln. It was
that the s was rescived.
15 110 customer that mﬂﬂ iﬂmmmﬁmmﬂ EE
ng machine, undlywd-mpluhmhml was on proper pi She is now aware that if this|
the machine. During the message, a live person situation occurs again, she is abie to repeal the message.
d. The that the be
read to the live person, bul the Communication Assistant
refused. The supervisor apologized.

[ The Supervisor spoke to Communicalion Assistant, She said
ahe gic not remember this spacific call, but said that If there was
garbling she probably that the customer was closing
the call. She was coached on aiways clarifying if there is any
type of garbling, and was also of the

disconnecting calls

g




Complaint Tracking for OK (06/01/2009-05/31/2010). Total Customer Contacts: 16

v of Resolion I

E %«0 ‘Customer said that they gave The agent therr caling card | Communicalion AGSISIan was Csure of how 1o process thig]

and an number to tial. The type of call. He was trying 10 find the Instructions on how o
mddnolg-tnmnmmmnwhdhs mmmmhmmmm
Service d the: that the The C: was on 0 the
‘would be on the proper customer informed or o type "one moment please * Huudw
hway to process calling cards and intemational calis. coached on proper biling procedures, which include, but are not
|imitad to, calling cards and the dialing out of intamational phone|
numbers.

2 [00/2808 |A customer said that the Communicalion Assistant hung The Communication Assistant did nol remember 1his call, bul
jup on tham in the middie of the call. Apoiogized for the was d on ihe of not calls, and
linconversence and informed them (hat this information the consequences of doing so.
would be forwarded to the appropriate person, No follow up
fwas requested

3 7109 A customer reported that when he tried to place an 06/2TI08 | The Team Leader met wilh the Communication Assistant and
lintermational call using a phone card. the Communication coached them on ihe imponance of keeping the customers
IAssistant did not inform him of anything for 5 minutes. The Iinformed about the status of a call. The Communication

was then fold thal the line was not ringing. The Assistan undersiood. There were several allempls lo follow up
lcustomer's phone card was charged for & minutes. The &t the number provided, but there was no answer.
mmmmmuhmmm

he has never d that before. : |
the customer, and lold him that this information would
be forwarded to the appropriste person. The customer
requested a follow up.

% [07713/00 A customer said that they provided Informatian for an TH/1408 | Thiz Communicalion AsSistant IGenticaton number 16 crrently
|international cail, but that the Communication Assistant unassigned. The customar did not request a follow up, therefore
typed "thank you" and then hung up. further investigation is nol possible.

5 [07720/09 [Captions - stop i middie of call O7/20/08 |A customer shared that the caplions cut off in the middle of their

lcalt. A G Service and found
that some calls were disconnecied/reconnected due lo data
disruption. The customer did not have the time and date of the
call, 50 it could not be confirmed that this was the cause. The
G Sarvice suggested thal the customer
document the date, time, and Communication Assistant
Identrfication number of any future calls in order 10 effectively
pinpoint the cause. The customer undersiood,

|75 [08i0308 A customer said that the Communication ASsistant did not | G&/04/00 | The Communicaion Assistant said that Ihere were lechinical

respond once the outbound line answered, and they only difficuities on the cail.
the gender and the greating. Apologlized and
hmwnwmumw
the C L does
‘want a follow up.
T VCO Wwas upsel She requested a T/06/09 | The Supervisor mel with the Communication Assistant who said |
at the end of a call, but the Communication mmhdlmnm“hnlmamm&.-nd
lAssistant did not gel a supervisor on (he line. The VCO 1hen the call was gver. The a super A
lcustomer had o reconnact 1o relay, and then be but the C: gave the her
transferred to Customer Service. The Customer Service mmwmmmwm
for the and n that the call was
customer that this information would be forwarded to hlndldwopﬂllali mwmc«mmm
appropriaste individual. No follow up was requested. of quickly inf
customer mmmmmwmm




B |:0ma0e mnsudmmhmumgmun 10/06/00 The Communication Assistant was not at faull, and i was
a 10 voice to a specific confirmed that they foliowed the correct call processing
ol & restaurant. When that specific person came on| procedures.
mmmnmmuﬂu
, and ink them
this would be forwarded o the appropriate person.
customer was satisfied, and did not request a follow
Rl Customer said thal the Communication ASsistant T2/50/08 | The C did not the call or he
give 3 message that had been typed. The customer got ciroumstances. Tha Supenvisor did not feal that there was
ngry, and hung up to get a different Communication enough information to clarify the problem. The Communication
for the and Assistant was coached 10 always be sure 1o relay everything A
ho' for the feedb The would like a follow up call was made lo the customer.
up call.
0 [031810 A customer said thal the Camimunication Ascistant daed DATBII0 | The Team Leader mel wilh fhe Communication Assstant (o g
and therefo up their call. They over proper call procedures with specific attenton 1o following
jcustomer’s notes state to make international calls. mrmmmlmnmanmmwm
|Apologized fo the customer, and no follow up was caller. The Ci
requested
T Joan Communication Assistant did nol lolow the 0ATGN0 | eam n
mnmmmmmmnm did not remember this call, but did demonstrate (o the Team
Istate to make calls. The G Leader thal they were able lo process a billing card commonly
[Assistant dialed the wrong number. Apologized 10 the used for international calis. The Team Leader coached the
for the No follow up was Communication Assistant 1o have the call documented anylime
requested. a customer says the operator dialed a wrong number,
72 (03725770 |A customer said Thal their message wes garbled, and that | O3/28/10 | There was insumidient Information, so [he contact has been
asked the Communication Assistant to repeal, but diosed. Cuslomer Service attempled fo reach the TTY customear
would not. The customer was thanked for their several times, bul unsuccesshully.
and informed that this information would be sent|
to the approprate person. The would like a follow
jup call
73 [03/30M0 [T echnical - General DA3010 | A cuslomer sakd Thal €he had dilfcully caling a paricular
number. Technical suppor added a new area code/prefix
wmhmmdmmmmm
to a d call through CapTel. It is
confimmed that this issue has been resolvad
i B0 |Oial Tone - Not heard B4NEN0 Kumam
mwwmtmmﬂmmwum
s OXp
15 [04721710 A custorner said thal during s call they reached an 421110 | The Communicalion Assistant did nol remember this call, bul |
Janswering machine, and typed a message o be relayed was on proper pi di . She is now aware thal if this]
mmmm Dxmum 2 live person siluation oCcurs again, she (s abie 1o repeat the message.
d that the be
muummwmcmmmwm
refused. The supervisor apologized.
76 [05/25/10  |A customer said that their call went fine, but while saying TI0 | The Supervisor spoke to Communlcation Assistent. She said
ye o the they ing. They she did not remember this specific call, but said that if there was)
Eucmmuhmbahul garbling she d that the was closing
The was d for their the call She was coached on always clarifying if there is any
back. No follow up was requested. type of g g, Bnd was alsa 1 d of the of|
gisconnecting calls.
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Complaint Tracking for OK (06/01/2010-05/31/2011). Total Customer Contacts: 20

Tally |Date of Nature of Complaint Date of [Explanation of Resolution
Complaint Resolution

1 J06/05/10 JA caller complained that the Communication Assistant did not 06/05/10 rme what Communication Assistant recalls, when the call came
relay his message to the voice user. The customer said that he in, the customer typed the phone number to dial followed by 5
jgot mad and cussed at the Communication Assistant. The GA’s. While the Communication Assistant dialed the number,
Customer Service Representative apologized to the caller for the customer was verbally abusive. The Communication
inconvenience. The customer requests feedback to provided Assistant reached an answer machine and the customer

their phone number via TTY. continued to type and interrupt her typing the message. From
what the Communication Assistant remembers, no voice person
was ever reached, the customer cussed at her some more and
then hung up. The Communication Assistant was coached on
proper procedure, keeping the customer informed and to call
over a supervisor if she's having any problems. The supervisor
made a follow up phone call to the customer on 6/14/10
7 [0908/10 he customer wanted the Communication Assistant to check 091110 | A supervisor was called to assist the Communication Assistant
Jthe message on their answering machine. The Communication at the time of the call. The Communication Assistant did not do
JAssistant told the customer to put their phone next to the procedure correctly, and therefore was unable to hear part of the
Imachine and tum it on but never sent them the GA. The time the VICO was actually talking to her. The VCO was talking
customer kept asking "is that a GA?" but the Communication and playing her messages at the same time. The
Assistant wouldn't respond. The customer finally had to ask for a Communication A 1t did the messages, and then she did
supervisor and then she typed but didn't get a supervisor not get a response from the VCO either, so the supervisor was
Instead the Communication Assistant just went ahead with the unable to speak to the customer at that time. The supervisor met|
call and retneved my message. When the Communication with Communication Assistant nght after the call and went over
JAssistant was done with my message she again wouldn't the procedures and reviewed with the Communication Assistant
respond, never sent a SK and after a couple minutes the again the next day. The Communication Assistant should be
icustomer just hung up and called back into the relay so they able to retrieve messages correctly now.
could ask someone else for a supervisor. The customer does
not like being ignored! The Customer Service Representative
hanked the customer for feedback and apologized for the
|||nc0nveniem:e. The customer did not want a follow up.
3 J09/12/10 VCO customer said the Communication Assistant did not 09/12110 | The supervisor was unable to follow up With the  communication
Fnow how to process a prepaid calling card. The customer also Assistant. She took time off for a family emergency and then
said the Communication Assistant did not keep them informed resigned
while processing their call. The call was placed on 9/12/10 at
approximately 1024am. The Customer Service Representative
apologized to the customer and told them a supervisor would
ffollow up with the Communication Assistant. No follow up was
requested.

4 J09/23/10 JA customer stated that the Communication Assistant was not 09/25/10 A message was left for the customer regarding this complaint on
sending GA's all the time and she had to interrupt the 1111/10. The supervisor apologized for the inconvenience and
conversation to ask for the GA. The customer stated that this explained that while the GA's were not coming through, it was
has been a problem before. The customer requested a follow up observed by the supervisor that the GA's were being sent and
iphone call in regards to this complaint. The supervisor taking the this was an unfortunate technical error.
complaint was able to see the GA's being sent by the
(Communication Assistant on the screen. This is a technical
lerror. The supervisor thanked the customer for the feedback and
apologized for the inconvenience:

5 [10/25/10 [JThe customer is unable to make captioned calls. 10/25/10 A customer reported the inabrity to make captioned calls. A

temporary interruption in one of the telephone carrier's networks

caused this CapTel user to experience an inability to connect to

their party. The issue was resolved by the carrier. The Customer

Service Representative confirmed that customer is now able to
place their call successfully.




10/29110

he customer is unable to make captioned calls.

10/29/10

A customer’s helper reporied the need to wait for a
Communication Assistant when attempting to make a captioned
call. The Customer Service Representative apologized for this
experience and noted there was a technical difficulty at the Call
Center that caused calls not to ring through to waiting captionist.
An equipment vendor corrected the matter. A Customer Service
Representative confirmed the customer is now able to make
their captioned call successfully without delay.

TI730/10

A customer stated that she had a Communication Assistant
process her call at approximately 720pm tonight and was
Tustrated because the Communication Assistant never typed
he "GA" during the call. The customer asked the agent again
and again if that was a "GA" in order for her to start speaking. In
addition, the customer stated that the Communication Assistant
did not inform the caller that the party has disconnected. The
customer stated that she had to ask twice before she was
disconnected. The Customer Service Representative apologized
ffor the inconvenience and assured the customer that this will be
discussed with the Communication Assistant. No follow up was
necessary.

TI/30/T0

The supervisor discussed this complaint With the
Communication Assistant and the Communication Assistant
was adamant that she has been typing "GA" throughout the call
and when the customer asked if it was a "GA" the agent re-typed
Jthe "GA". The Communication Assistant does not know why the
customer is not receiving the "GA". The Communication
Assistant stated that she did sent the hang up macro and re sent
it again when it was mentioned. The Communication Assistant
assured me that she did not disconnected the caller. An
investigation indicates there may have been technical issues
affecting the transmission quality on the customer's side of the
call. There are indicators that Communication Assistant
responded to the customer and took some action to address
transmission issues, however the customer’s report points to
continued dissatisfaction. Our investigation shows no sign of an
intentional disconnect by the Communication Assistant, in fact
the Communication Assistant appears to have typed an
appropnate close. Nevertheless the Communication Assistant
was reminded to alert and call a supervisor for support and
advice when a customer identifies areas of Communication
Assistant performance affecting call quality and to report any
technical difficulty that is identified by the customer as affecting
the call quality.

1272110

— o
here were general problems with the service.

122110

A customer's helper stated the customer was unable to make or
receive captioned calls last night. The Customer Service
Representative apologized for this experience and noted there
was a technical difficulty at the Call Center causing calls to be
Iplaced in queue and experience unusually long wait times during
a five hour interval. An external equipment vendor corrected the
matter. The Customer Service Representative confirmed the
customer is now able to make and receive captioned calls
successfully.

122110

here were general problems with the service

1272110

A customer stated the customer was unable to make or receive
captioned calls last night. The Customer Service Representative
apologized for this experience and noted there was a technical
difficulty at the Call Center causing calls to be placed in queue
and experience unusually long wait times during a five hour
interval. An external equipment vendor corrected the matter. The|
Customer Service Representative confirmed the customer is
now able to make and receive captioned calls successfully

01/05/11

JA WVCO customer said, "Agent refused to tell how many minutes
left on calling card. She kept typing recording over and over,
which caused outbound to hang up when they finally answered
because the text was still transmitting from recording.” The
supervisor apologized to the customer and they do not wish for
I(olluw—up contact.

01/05/11

A supervisor met with the Communication Assistant. The
minutes were not stated during the recorded message. Once the
recording was done, the Communication Assistant informed the
customer that there were no minutes stated in the recording and

customer hung up.




01726711

customer called to have the Communication Assistant retrieve|
answer machine messages. The agent successfully completed
his, but then the customer wanted to place another phone call
and the Communication Assistant did not respond. Eventually,
he Communication Assistant just hung up. The Customer
Service Representative apologized to the customer and thanked
hem for the feedback. No follow up was requested

02/02/11

In following up with the Communication Assistant, she
remembered this call and said she struggled with how to
process this type of call. The supervisor reviewed proper

procedure with this Communication Assistant for answering
machine retnievals. The Communication Assistant is now aware
of the cormrect procedure.

02/02/11

[There were general problems with the service

02/02/11

A customer reported seeing "Captioning Service is Ringing"
when trying to make calls. The Customer Service
Representative advised the customer that on 2/2/11 CapTel's
staffing was affected by blizzard conditions. The Customer
Service Representative apologized for the inconvenience this
caused and advised staying on the line for the next available
captionist. Center locations in Madison and Milwaukee were
both under a “state of emergency” and a “civil danger” warning
declared by Wisconsin Governor Scott Walker. Even though bus
and taxi services were shut down in both cities and many roads
were impassable the Milwaukee and Madison centers both
remained open and fielded calls non-stop. Service levels were
not met for the day due to delayed answer time. The state of
emergency ended on 2/2/11 and staffing capacity was restored
The Customer Service Representative confirmed with the
customer that they are able to make and receive calls in a timely
manner.

02/02/11

[There were general problems with the service.

02/02/11

A customer reported seeing "Captioning Service is Ringing”
when trying to make calls. The Customer Service
Representative advised the customer that on 2/2/11 CapTel's
staffing was affected by blizzard conditions. The Customer
Service Representative apologized for the inconvenience this
caused and advised staying on the line for the next available
captionist. Center locations in Madison and Milwaukee were
both under a “state of emergency” and a “civil danger” warning
declared by Wisconsin Governor Scott Walker. Even though bus
and taxi services were shut down in both cities and many roads
were impassable the Milwaukee and Madison centers both
remained open and fielded calls non-stop. Service levels were
not met for the day due to delayed answer time. The state of
emergency ended on 2/2/11 and staffing capacity was restored
The Customer Service Representative confirmed with the
customer that they are able to make and receive calls in a timely|
manner.

020211

here were general problems with the service

02/02/11

A customer reported seeing "Captioning Service is Ringing”
when trying to make calls. The Customer Service
Representative advised the customer that on 2/2/11 ,CapTel's
staffing was affected by blizzard conditions. The Customer
Service Representative apologized for the inconvenience this
caused and advised staying on the line for the next available
captionist. Center locations in Madison and Milwaukee were
both under a “state of emergency” and a “civil danger” waming
declared by Wisconsin Governor Scott Walker. Even though bus
and taxi services were shut down in both cities and many roads
were impassable the Milwaukee and Madison centers both
remained open and fielded calls non-stop. Service levels were
not met for the day due to delayed answer time. The state of
emergency ended on 2/2/11 and staffing capacity was restored.

The Customer Service Representative confirmed with the
customer that they are able to make and receive calls in a timely|
manner.

-
03/28/11

A caller stated, "I have message on machine.” The
ICommunication Assistant typed, "yes ma'am," but did not follow
procedure and just started typing message without informing the
caller to "please place your handset next to answering machine
and turn on" like they are supposed to. The supervisor
apologized to the customer and no feedback was required..

0372811

A supervisor met With the C.ommunication Assistant today. The
Communication Assistant said that the caller started playing the
message immediately and did not wait for the Communication
Assistant to let her know when to put her handset next to
answering machine. The supervisor instructed the
Communication Assistant to always follow procedure and
discussed how to handle that situation in the future.




03/28/11

|A caller said the Communication Assistant did not know proper
procedure to retrieve messages on an answering machine. The
caller put the phone by the answering machine and the operator
typed it as it was playing. As the operator was typing, the caller
said it was garbled and asked for a supervisor. The
[Communication Assistant just continued to type and did not get
a supervisor. The caller hung up and called back in to file a
lcomplaint. The supervisor apologized to the caller. No follow up
contact was requested.

0372811

It is an invalid complaint due to lack of education of the
customer and the answerning machine retrieval service. The
complaint will not count against agent.

03/28/11

A caller asked the Communication Assistant to retrieve two
Imessages. After the messages were typed, the caller was
talking to the Communication Assistant but got no response.
[The caller asked for a supervisor but there was still no response.
[The caller hung up and called back into relay to file a complaint
[The customer did not request follow-up contact.

03/28/11

After receiving notification of this concern, the Communication

Assistant identified was not scheduled and did not work on the

date of the complaint. Communication Assistant numbers are

unique to individual employees. Regrettably, it is not possible to

discuss this matter with the Communication Assistant who did
not process the answer machine retrieval comectly.

(CITER]

A customer received no response from the Communication
JAssistant after the customer requested the Communication
Assistant re-type the message they had just been given. After
jgetting no response from the Communication Assistant the
customer hung up. The Customer Service Representative
apologized to the customer and assured the customer the matter|
jwould be forwarded to the Communication Assistant's

supervisor for immediate follow up. The customer is satisfied
and does not need a call back

04/01/11

In following up with the Communication Assistant, the
supervisor coached them on always following the customer's
instructions. Proper procedures for technical difficulties were

also reviewed.

04/05/11

customer stated that this Communication Assistant used the
recording feature to type her answening machine messages
back to her. The customer felt like the recording feature was not
rking properly as it stated that her answering machine
Imessage was fading in and out (which it was not) and also that
he Communication Assistant was not able to give the last 2
igits of the phone number given (which was clearly given on the
nswering machine message). The Customer Service
Representative thanked the customer for letting us know and
assured that the complaint would be sent in as stated.

04/05/11

A supervisor observed this technical issue and entered a trouble
ticket. No follow up was requested by the customer.

20

ssistant and everything was fine on the first call. However, on

05/24/11 Il:VCO caller said she placed a call with this Communication

he next call the customer asked to do an answer machine
retrieval, the Communication Assistant did not reply or let her
know what was going on. Due fo this, the customer hung up and
phoned into relay again to ask for a supervisor. The supervisor
apologized and said the Communication Assistant will be met
with. The customer does not wish for follow-up contact

052411

A Supenvisor followed up with the Communication Assistant
The Communication Assistant said she missed a step in the
answer machine voice mail retrieval and it didn't work. The
supervisor reviewed the voice mail retrieval call process and
reminded her the instructions are in the Call Type key. The
Communication Assistant was able to demonstrate this comectly.
The supervisor also coached the Communication Assistant on
always keeping the customer informed with "one moment
please” or other appropriate responses
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CONTRACT FOR OKLAHOMA TRS

AGREEMENT FOR THE PROVISION
OF TELEPHONE RELAY SERVICE IN OKLAHOMA

1. Purpose

This is an agreement (“Agreement”™) between Sprint Communications Company, L.P.
(*Sprint”) and the Oklahoma Telephone Association (“OTA™), pursuant to which Sprint
will provide, as the OTA’s designee, Telecommunications Relay Service (“TRS™) and
CapTel™ service for the State of Oklahoma.

2. Scope of Work for TRS

For the term of this Agreement, Sprint shall be the exclusive provider of the OTA's TRS
for the State of Oklahoma (“Relay Oklahoma™). Sprint will provide the services and
features presented in its proposal dated May 17, 2011 and incorporated hereto by
reference. The Relay Oklahoma Standard Features Matrix from that proposal is attached
hereto as Attachment A. Some of the requirements for the provision of TRS and CapTel
in Oklahoma are also provided below for easy reference.

A. Relay Oklahoma must provide TRS and CapTel service twenty-four (24) hours a
day, seven (7) days a week, including holidays. Note: Spanish CapTel is available
from 7:00 AM to 11:00 PM Central.

B. There shall be no restriction on duration or number of calls placed by callers
through the Relay Oklahoma.

C. Not more than an average of one call in 100 shall receive a busy signal when
calling the Relay Oklahoma at the busiest hour of the day.

D. Sprint must, except during network failure, maintain a speed of answer standard
where 85% of all calls per day are answered within 10 seconds of the call
reaching the call center equipment. In calculating the percentage of calls meeting
this speed of answer standard, the numerator shall be the total number of calls per
day that are answered (with a Communication Assistant (“CA™) ready to serve) in
10 seconds or less. The denominator shall be the total number of calls per day
reaching the relay switch except that the total shall not include calls abandoned
within 10 seconds after reaching the relay switch. However, calls abandoned after
10 seconds shall be included in the denominator. (Exception: If the provider is
unable to differentiate between calls abandoned within 10 seconds and those
abandoned after 10 seconds of reaching the relay switch, then all abandoned calls
shall be included in the denominator.)

E. No more than 10 seconds shall elapse between a CA’s receipt of dialing
information from a caller and the dialing of the requested number,
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. Relay Oklahoma must be able to accept calls from all FCC approved Customer

Premise Equipment (CPE), which uses either ASCII or Baudot formats.

Transmission circuits must meet or exceed interexchange performance standards
for circuit loss and noise.

. Relay Oklahoma must have sufficient number of CAs, circuits, trunks and other

facilities to achieve the standards of service required.

Relay Oklahoma must comply with all OCC and FCC rules and regulations
pertaining to operator services as applicable.

Relay Oklahoma must provide access to each user’s Interexchange Carrier (IXC)
of choice, and to all other operator services, to the same extent that such access is
provided to voice users.

. Relay Oklahoma must accept calls placed using telephone credit cards issued by

any telecommunications service provider certificated to conduct business in
Oklahoma, both Local Exchange Carrier (LEC) and 1XC. Sprint currently has 30
carriers listed who conduct business in Oklahoma signed up for Relay Oklahoma
customers to select from as their “Carrier of Choice.” This Carrier of Choice list
is attached hereto as Attachment B.

. To ensure service reliability, Relay Oklahoma must be equipped with redundancy

of the processor controlling the switching eguipment and a back-up power
capability in accordance with FCC and OCC rules and regulations, including
uninterruptible power sources for emergency use. In addition, Relay Oklahoma
shall have an emergency plan of action for service disruption (e.g., extraordinary
weather occurrences or disasters).

. Sprint will provide speech-to-speech and Spanish language services to Relay

Oklahoma customers twenty-four (24) hours per day. VRS is currently
reimbursed through the TRS Fund as an interstate service. Pursuant to FCC 11-
118, Docket No. 10-51, there may be a change in the reimbursement policy in
VRS which may impact the availability of VRS through Sprint under this
Contract. Even though VRS is not an FCC intrastate mandated service and
therefore not a requirement for this Contract, Sprint reserves the right to
renegotiate with the OTA a change in scope of work for the revised services.
Sprint will keep the OTA fully advised of the outcome of this FCC proceeding
and of any impacis it may have on the VRS service in Oklahoma.

. Sprint will provide a TRS that is compliant with all FCC requirements for this

type of service. If and when the FCC mandates new or changed requirements and
if such requirements should impact Sprint’s cost of providing this service, OTA
and Sprint agree to make good faith efforts toward negotiating a mutually
acceptable change in price for the revised service(s).
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3. CapTel

Al

In addition to standard telecommunication relay services, Sprint shall provide
CapTel, an FCC-approved enhanced Voice-Carry-Over (VCO) service. The
FCC declared that CapTel is an enhanced VCO service and as such, a
telecommunications relay service (1RS) eligible for reimbursement of interstate
minutes of use through the Interstate TRS Fund under TRS rules.

This service shall comply with applicable FCC mandatory minimum standards
for Enhanced VCO Service. This presently includes the following requirements
as well as others:

Confidentiality of Conversation Content

Speed Dialing

900 Service

711 Dialing Access

All Speed of Answer and Blockage service levels
Minimum CA time on call

Equal Access to Interexchange Carriers
Available on a full time basis, 24/7/363

Caller ID

Spanish-to-Spanish language services

LI BN I B I I

.- = w

Single line CapTel does not caption 911 calls. Instead the phone processes the
call as a voice carry over type call. 911 emergency calls are not routed through
the CapTel call center but instead are directed to the appropriate PSAP which
should be equipped with a TTY. The PSAP communicates directly with the
CaptTel caller using text messaging and the caller communicates directly with
the PSAP using voice.

In the Declaratory Ruling, the FCC waived certain requirements for standard
TRS because they do not pertain to Enhanced VCO service. The following
features are not included in the proposed CapTel service:

* Speech-to-Speech (8TS) and Hearing Carryover (HCO) Requirements
e Minimum requirements for Communication Assistants
o Interpretation of typewritten ASL
o Oral to type tests (replace with oral to text tests)
o Not refusing single or sequential calls
o Gender preferences
s [Interrupt Functionality
s Call Release
e Three Way Calling
* ASCII and Baudot
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E. Two Line CapTel, (2LCT), an enhancement to standard/single line CapTel, will
be made available at the same per minute price as single line/standard CapTel.
2LCT requires that CapTel user subscribe to a second phone line through their
LEC and then request the service through the Sprint Account Manager.

F.  The captioning of CapTel services is only accessible through the use of CapTel-
enabled phones. OTA is not currently responsible for the purchase and
distribution of phones. Oklahoma residents may purchase CapTel phones
through Sprint or its designated assignee. Estimated growth for this service is
based on distribution of approximately ten (10} CapTel phones per month, on
average.

G. Sprint shall credit OTA with Oklahoma’s provision of CapTel service in its
Oklahoma CapTel outreach and publicity campaigns and materials.

4. Qutreach

Sprint will provide a dedicated outreach budget to increase awareness and familiarity of
Relay Oklahoma among the users of the service as well as other citizens and businesses.
During the term of this Agreement, Sprint will provide a $50,000 annual outreach budget
dedicated to Relay Oklahoma in addition to providing the services of an Account
Manager to service the outreach needs for the State.

5. Term of Agreement
This agreement is effective upon execution by the authorized representative(s) of Sprint
and the OTA and covers telecommunication relay services provided by Sprint starting on
November 15, 2011. The term of this agreement shall be for five (5) years, through
November 14, 2016.

6. Consideration

The OTA shall pay Sprint the following per session minute for intrastate and other
appropriate TRS calls processed under this Agreement:

TRS Price 1
Per Contract Year e Sprint Per Session Minute
Per billable minute for Year 1 -

November 15, 2011 - November 14, 2012

Per billable minute for Year 2 -
November 15, 2012 — November 14, 2013

Per billable minute for Year 3 —
November 15, 2013 — November 14, 2014
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Per billable minute for Year 4
Movember 15, 2014 - Novemnber 14, 2015

Per hillable minute for Year 5
November 15, 2015 - November 14, 2016

CapTel services will appear as a separate line item on the monthly invoices and will be
paid by OTA to Sprint at the following per session minute under this Agreement.

CapTel Price . .
Per Contract Year Sprint Per Sessionnluul_muta

Per hillable minute for Year 1
November 15, 2011 - November 14, 2012

Per billable minute for Year 2
November 15, 2012 - November 14, 2013

Per billable minute for Year 3
November 15, 2013 - November 14, 2014

Per billable minute for Year 4
Movember 15, 2014 - November 14, 2015

Per billable minute for Year 5
MNovember 15, 2015 - November 14, 2016 i

For both TRS and CapTel, a session minute is defined as the time during which the CA is
connected to the call originator or terminating party, including call set up and wrapup
time with the customer.

Sprint will work directly with the fund administrator, Rolka Loube Saltzer Associates,
LLC (*RLSA™), or the then current Interstate TRS Fund Administrator, for
reimbursement of interstate minutes of use. The OTA will not be billed or responsible
for interstate relay calls.

7. Project Managers

The Project manager for Sprint shall be:
Dottie Cartrite

Sprint

707 17" Street, Suite 3700
Denver, CO 80202
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303-949-4941
The Project Manager for the OTA shall be:

Bob Stafford

Executive Vice President
Oklahoma Telephone Association
301 Northwest 63rd St. Suite 410
Oklahoma City, OK 73116

Either party may change its Project Manager at any time upon written notice (o the other
party.  All correspondence and transmittals of formal notifications concerning this
Agreement shall be addressed to the two Project Managers. The Project Managers shall
handle all communications in a timely and cooperative manner. All formal notices,
{notices that affect this Agreement) or the services provided there under). shall be
submitted by overnight carrier with signature for receipt required. A change in address
shall be noticed in the same manner.

In the case of a dispute, notices must also be sent to;
Sprint:
Attn: Legal Depariment — Public Sector
12502 Sunrise Valley Drive
MS: VARESA0208
Reston, VA 20196
Fax: (703) 433-8798

8. OTA Right to Terminate

Al Material Failure. OTA may terminate a product or service if Sprint
materially fails to provide the product or service, OTA provides Sprint with
written notice of the failure and a reasonable opportunity to cure within 30 days
from receipt of notice, Sprint fails to cure the material failure within the 30-day
cure period, and OTA provides Sprint with written notice of Sprint’s failure to
cure and OTA’s election to terminate the affected Product or Service. Sprint’s
material failure does not include a failure caused by OTA or a failure identified in
the “Force Majeure™ section.

B. Termination for Convenience. OTA may terminate this Agreement
during the Term by providing 60 days” written notice to Sprint. If OTA exercises
its right to terminate for convenience, OTA must pay Sprint all fees and charges
for products and services received up to the effective date of termination, Sprint
shall be permitted to terminate for convenience, in part, the VRS services, if
Sprint is not able to provide the VRS service pursuant to Section 2.M of the
Agreement.
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C. Termination for Nonappropriation. OTA may terminate this Agreement
at the end of the then-current fiscal period. without incurring any form of payment
liability in excess of previously appropriated amounts, only when OTA is unable
to secure or allocate sufficient funds in its operating budget to fulfill its financial
obligations under the Agreement for the following fiscal year (“Termination for
Non-appropriation™). Following Termination for Non-appropriation, OTA will
not be obligated for payments for any fiscal period after the effective date of
termination. OTA will give Sprint written notice of any termination for non-
appropriation at least 30 days before the effective date of the termination. At
Sprint’s request, OTA will provide supplemental documentation regarding the
non-appropriation of funds. OTA must take all necessary action to budget and
secure any lunds required to fulfill its contractual obligations for each fiscal year
during the Term, including the exhaustion of all available administrative appeals
if funding is initially denied. If OTA terminates the Agreement in part or in whole
under this nonappropriation provision, OTA will not obtain the services or
functional equivalents from any other provider for a period of 180 days from after
the effective date of termination.

. Sprint Right to Terminate.

A, Sprint may suspend or terminate products or services or this Agreement
immediately if: (1) OTA fails to cure its default of payment terms of this
Agreement; (2) Customer fails 10 cure any malerial breach of this Agreement
within 30 days after receiving Sprint’s written notice of such breach: (3) OTA
provides false or deceptive information or engages in fraudulent or harassing
activities when ordering, using or paying for services: (4) OTA fails to comply
with applicable law or regulation and OTA’s noncompliance prevents Sprint’s
performance under the Agreement.

B. If Sprint terminates this Agreement under this Sprint Right to Terminate
section, OTA will be liable for any products and services provided up to the date
of termination, whether or not invoiced by the termination date.

10. Records Retention and Availability

The OTA may audit records and charges associated with Relay Oklahoma and any other
service performed by Sprint to verify that the charges claimed by Sprint are accurate and
appropriate under this Agreement. The frequency and extent of the audit procedures shall
be determined by the OTA.

Upon reasonable prior written notice, Sprint shall make records relating to this
Agreement available to OTA at Sprint’s business offices during normal business hours
for inspection, examination or audit. Further, due to the highly sensitive and proprietary
nature of Sprint’s records, any third party auditor acting on behalf of the OTA shall be
subject to prior approval by Sprint and may be required at Sprint’s sole discretion to
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execute Sprint’s standard Non-Disclosure Agreement prior to examining, inspecting,
copying or auditing Sprint’s records. These records shall be maintained according to
generally accepted accounting principles and shall be easily separable from other Sprint
records.

Sprint shall maintain Relay Oklahoma's records for a period of three (3) years from the
date of final payment under this Agreement or for such further period as may be
necessary 1o resolve any matiers which may be pending, or until an audit has been
completed with the following classifications. 1t an audit by or on behalf of any duly
authorized government agency has begun but is not completed at the end of the three (3)
year prior or if audit findings have not been resolved afier a three (3) year period, the
materials shall be retained until the resolution to the OTA’s satisfaction of the audit
findings.

11. Assignment

Neither party may assign any rights or obligations under this Agreement without prior
written consent of the other party, except that Sprint may assign this Agreement to a
parent company, controlled affiliate, affiliate under common control or an entity that has
purchased all or substantially all of its assets upon written notice to OTA.

The OTA’s consent to one or more subcontractors hereunder shall not constitute a waiver
or diminution of the OTA’s absolute right to consent to each and every subsequent
subcontractor. In the event of any subcontract hereunder to which the OTA has
consented, each such subcontract shall contain a provision that further assignments shall
not be made to any third or subsequent tier subcontractor without additional written
consent of the OTA. The OTA’s approval of the following subcontractors identified in
Sprint’s proposal shall be deemed granted:

+  (Captioned Telephone, Inc.
e Communication Services for the Deaf, Inc.

The OTA, with the prior written consent of Sprint, may assign this contract, as well as all
rights and liabilities under it, to the State of Oklahoma.

12. Force Majeure

Neither party will be responsible for any delay, interruption or other failure to perform
under this Agreement due to acts or events beyond the reasonable control of the
responsible party (a “Force Majeure Event”). Force Majeure Events include, but are not
limited to: natural disasters (e.g. lightning, earthquakes, hurricanes, floods): wars. riots.
terrorist activities, and civil commotions; inability to obtain parts or equipment from third
party suppliers, cable cuts by third parties, a LECs activities, and other acts of third
parties; explosions and fires; embargoes, strikes, and labor disputes; court orders and
governmental decrees.
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Notwithstanding the events described in this section, the OTA may, upon writien notice
to Sprint and without incurring any liability to Sprint, terminate this Agreement for
convenience in the event the TRS is interrupted for ten (10) consecutive days.

13. Limitation of Liability
I'or any claim or causc of action arising under or related to this contract:

A Direct Damages. Each party’s maximum liability for damages caused by
its failure(s) to perform its obligations under this Agreement is limited to: (A)
proven direct damages for claims arising out of personal injury or death. or
damage to real or tangible personal property, caused by the party’s negligent or
willful misconduct: or (B) proven direct damages for all other claims arising out
of this Agreement, not to exceed in the aggregate, in any 12 month period, an
amount equal to the lesser of $100,000 or the total amount paid to Sprint under
this contact to OTA’s total net payments for the affected services purchased in the
twelve months prior to the event giving rise to the claim. OTA’s payment
obligations and Sprint’s indemnification obligations under this Agreement are
excluded from this provision.

B. Consequential Damages. Neither party will be liable for any
consequential, incidental, or indirect damages for any cause of action, whether in
contract or tort. Consequential, incidental, and indirect damages include, but are
not limited to. lost profits, lost revenues, and loss of business opportunity,
whether or not the other parly was aware or should have been aware of the
possibility of these damages.

14. Severability
In the event that any provision of this Agreement shall be held unlawful or otherwise
unenforceable, this Agreement shall be revised only to the extent necessary to make such

provision(s) legal and enforceable, provided. however, that this Agreement, as revised, is
consistent with the parties” original intent.

15. Headings

The headings used in this Agreement are for convenience of reference and are not
intended to limit or define the test of any paragraph herein.

16. Taxes
All sales, property. excise and other federal, state, local taxes, licenses or fees, if any,

resulting from this agreement shall be billed by Sprint to the OTA and paid by OTA
unless OTA provides a valid and properly issued tax exemption certificate,
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17. Transition to New Vendor

At the conclusion of the term of this Agreement. Sprint agrees to cooperate with the new
vendor for the service and to provide assistance to facilitate the transition of the service to
the new vendor for 60 days following the expiration of the Agreement (the “Transition
Period™). OTA will continue to be responsible for the payment of Services provided, if
any and only if requested by the OTA, herein during the Transition Period.

18. Laws, Rules and Regulations

This Agreement and all obligations hereunder are subject to all applicable laws, rules and
obligations and orders or rulings of any authorized federal or state government court,
agency or commission. This Agreement is subject to changes or modifications that may
from time to time be directed by the FCC or OTA. This Agreement may only be
amended in a writing signed by both parties” authorized representatives. Alterations to
this Agreement are not valid unless accepted in writing by both parties.

19. Conflict of Interest

Sprint represents and warrants than no officer, director, employee or agent of OTA, or
any of its members, has been retained or paid a fee, or otherwise has received or will
receive any personal compensation or consideration, by or from Sprint or any of Sprint’s
officers directors, employees or agents in connection with the obtaining. arranging or
negotiation of this Agreement.

20. Independent Contractor

It is understood and agreed that Sprint will perform this Agreement as an independent
contractor and not as an agent, employee or partner of the OTA, or any of its members,

21. Entire Agreement, Counterparts

This Agreement including all referenced attachments and Sprint’s Proposal, including the
Oklahoma Relay Standard Features Matrix (attached hereto as Exhibit A), dated May 17.
2011, constitute the entire Agreement between the parties hereto. No other agreement,
statement, or promise relating to the subject matter of this agreement shall be valid or
binding. No changes, alternatives or modifications hereto shall be effective unless in
writing and signed by a representative of each party authorized to bind said party. This
Agreement may be executed in several counterparts, each of which will be deemed an
original and all of which shall constitute one and same instrument. If there is a conflict
between this Agreement and Sprint’s Proposal dated May 17, 2011, this Agreement shall
take precedence.
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22. Indemnity and Warranty

Sprint shall comply with all federal, state and local laws, rules, regulations and
ordinances applicable to the work to be done under this Agreement.  Sprint will
indemnify and defend OTA, its directors, officers, employees, agents and their successors
against all third party claims for damages, losses, liabilities, or expenses, including
reasonable attorney’s fees, arising directly from performance of this Agreement and relating
to personal injury, death, or damage to tangible personal property that is alleged to have
resulted, in whole or in part, from the negligence or willful misconduct of Sprint or its
subcontractors, directors, officers, employees or authorized agents.

Al Intellectual Property. Sprint will indemnify and defend OTA, OTA’s
directors, officers, employees, agents. and their successors against third party
claims enforceable in the United States alleging that services as provided infringe
any third party United States patent or copyright or contain misappropriated third
party trade secrets, Sprint’s obligations under this section will not apply to the
extent that the infringement or violation is caused by (i) functional or other
specifications that were provided by or requested by OTA; or (i) OTA’s
continued use of infringing services after Sprint provides reasonable notice to
OTA of the infringement.

For any third party claim that Sprint receives, or to minimize the potential for a
claim, Sprint may, at its option and expense, either:

(1) procure the right for OTA to continue using the services;

(2) replace or modify the services with comparable services; or

(3} or terminate the services.

B. Rights of Indemnified Party. To be indemnified, OTA must (A) give
Sprint prompt written notice of the claim, (B) give Sprint full and complete
authority, information and assistance for the claim’s defense and settlement, and
(Cy not, by any act including but not limited to any admission or
acknowledgement, materially prejudice Sprint’s ability to satisfactorily defend or
settle the claim. Sprint will retain the right, at its option, to settle or defend the
claim, at its own expense and with its own counsel. OTA will have the right, at its
option, to participate in the seitlement or defense of the claim, with its own
counsel and at its own expense, but Sprint will retain sole control of the claim’s
settlement or defense.

C. Warranties, Except as, and only to the extent expressly provided in this
agreement or the applicable service level agreement, products and services are
provided “as is” Sprint disclaims all express or implied warranties and in
particular disclaims all warranties of merchantability, fitness for a particular
purpose, and warranties related to product or service.
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23, Additional Terms.

A, Privacy. Sprint’s privacy policy, as amended from time to time, is available
at www.sprint.com/legal/privacy.html. The privacy policy includes information
about Sprint’s customer information practices and applies to the provisioning of
the Producits and Services.

B. Acceptable Use Policy. If Customer purchases Products or Services,
Customer must conform  fo  the acceptable use policy posted at
http:/fwww.sprint.com/legal/agreement.html, as reasonably amended from time to
time by Sprint.

24. Liquidated Damages

A, Implementation of relay services in Oklahoma in a timely matier is essential.
Failure by Sprint to implement the service no later than November 15, 2011, shall
be considered a significant and material breach of Sprint’s commitment. For every
day the service is delayed, Sprint shall pay to the OTA, for deposit in its TRS
operating fund, the sum of per day.

B. Liquidated damages shall accrue in amounts up to the following amounts per
day of violation:

1. For failure to meet, blockage rate or transmission level requirement -

2. For failure to meet complaint resolution requirement -

3. For failure to provide reports --

4. For failure to provide contracted services for the life of the Agreement, the
OTA reserves the right to require the payment, by Sprint, of liquidated
damages in an amount commensurate with the duration and extent of the
system deficiencies.

C. Liquidated damages shall accrue in amounts of -pcr day, up to a
maximum of per month for failure to meet speed of answer requirements.

25. Signatures

As indicated by the signatures below, both parties hereby agree to the terms and
conditions set forth herein and referenced hereunder.
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Attachiment A - Sprint' s Standard Features Matrnix

Customer Fealure

Alpha-numeric Dialing

Description

Relay users can dial request alpha-numeric numbers for the CA to
dial.

Answering Machine Retreval
(separate OR single line)

Relay users can retri il or 9 messages
at their same location or through voice processing solution. If
multiple calls are needed, the user is only charged for the first call.

ASCII Split Screen

Sprint's relay service is compatible with ASCII software that makes
use of “split screen” functionality.

ASL to Conversational English

Relay users with minimal English skills can communicate fully
through Sprint. CAs translate to assist in clearer understanding.
Alternately, CAs will follow instructions if the caller requests verbatim
relay.

ASL to Conversational Spanish

Relay users with minimal Spanish skills can communicate fully
through Sprint. CAs transiate to assist in clearer understanding.
Alternately, CAs will follow instructions if the caller requests verbatim
relay.

Relay Oklahoma calls will be quickly and efficiently routed to the first
available CA.

Sprint's TRS platform automatically collects the user's incoming
telephone number and uses that information in the quick processing
of the call.

Sprint's TRS platform automatically connects Relay users using their
last known communication mode or permanently requested
communication mode to speed up call processing.

Relay users are answered quickly as Sprint routinely exceeds the
FCC minimum requirements related to speed of answer.

Text relay users receive background noises through CA’s typing in
parenthesis. Sprint's new CA software offers quick access to 272
background noises.

Sprint's system automatically sends a text greeting to the ASCIl, TTY
or IP user, which includes the gender of the CA.

Relay Oklahoma users can request the gender of the CA that they
prefer to handle their calls on a per-call or permanent basis. Every
effort will be made to fulfill this request.

Sprint meets or exceeds the FCC requirement for call in-call
replacements. As a general rule, calls are not taken over unless

necessary.

CA Typing Speed

Relay users receive quick and accurate typing with Sprint. Recent
independent evaluations showed an average typing speed of 82 wpm
with over 95% accuracy.
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CONTRACT FOR OKLAHOMA TRS

Customer Feature Description

Relay users can see who Is calling them before they answer the
phone. Caller 1D featuring SS7 technology is used to deliver the ten

Caller 10 digit phone number of the calling party, when not blocked through the

LEC for local and toll calls.

Relay users can choose their preferred Carrier for Intrastate,
MNP Cons InterATA, Intral ATA and International.

Relay users can dial 711 or Relay Oklahoma toll free number(s) to
Cellular/PCS Phone Access tote Relay calis.

Sprint has the ability to configure toll-free access numbers 1o be
Configuration of Access Numbers din the i thod & by Relay OKL :

Sprint can supply a courtesy message to callers in the rare cases that
Courieny Mminges calis are not immediately answered, if so desired by Relay Okiahoma.

Relay users can get immediate credits for toll calls when the wrong
Credit for Wrong Numbers numbers is reached. Unlike some other providers who make users
(IMMEDIATE) wait for months to get a credit, Sprint’s relay users never receive a

bill.

Relay users can select how they would like their calls answered each
Customer Branding time they call in. This preference overrides the self-leaming database

feature.

Customers can enter their call handling preferences which will be
Customer Profile displayed directly to the CA on every call. Customer Profiles are

treated with the highest level of confidentiality.

Deaf-Blind relay users can receive slower transmission at 15 wpm (or
Deaf-Blind Pacing (Slow-typing) any 5-wpm increment) in order to catch the whole conversation. This

ytomatic

1AL

Text relay users receive system generated verification of the number

Dialed Number Verification they are dialing to ensure that the correct number is being connected.
(No CA key stroke required)
Relay users can dial Directory Assistance at rates no greater than
m that of tradtional voice users When the number s obtained, the
caller may choose to place the call through the Relay or dial direct.
Emergency Calling (E911) Relay users can obtain emergency services (911) through Relay.
In addition to Frequently dialed numbers, users are able to store local
Sagucy Nurbecs emergency numbers to their Customer Profile.
Enhanced Modems Sprint's modems can auto-detect ASCII and Baudot modems.
Text relay users enjoy more accurate text messages as over 500
Eror Comection words are automatically corrected as the CA types.
Frequently Dialed Numbers Relay users can set up “speed dial” lists through the Relay.
Speech-impaired users with normal hearing can listen to the person

for the CA to read and voice 1o the standard (voice) telephone user.
HCO users are answered with a special greeting:

HCO Permanent Branding (Service identifier) 1234 May | have the numbering you are calling
please?
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CONTRACT FOR OKLAHOMA TRS

Customer Feature

Description
HCO users can contact HCO users through the Relay. The CA will

HCO-HCO voice to both parties what is typed on each user's TTY.

HCO users can contact TTY users through the Relay. HCO users can
HCO-TTY listen while the CA is reading/voicing the TTY user's typed message

The HCO user types their conversation directly to the TTY user.

HCO users can choose to keep their conversations more private by
HCO with Privacy requesting that the CA not hear the voice caller speaking. The CA will

only voiced responses from the HCO user to the voice user.

Relay users can access Relay from any intemational destinations
Inbound International outside of United States through Sprint’s int tional inbound 10-

digit number- 505-224-1837.
Intercept Messages Sprint provides both voice and text intercept messages.

Significant automation is present within the CA call processing
TR0 SR IS SRS (] o e 10 kosp Relay usars informad of ool stakus.

Relay users can request the CA to redial their last number by
Lot Puminer fbsins requesting “Last Number Redial” or “LNR"

Servi Many LEC-offered enhanced calling features such as Caller ID and

LEC Ceng three-way calling can be used through Sprint Relay.

Relay users who subscribe to extended area service plans receive
LocskExdended Ares Service equivalent service through the Relay.

Relay users can select to receive entire recordings on the first call
Machine Recording Capabilities without redials. The CA software can record the recording and type it

at a normal pace.

Relay users can get immediate credits for toll calls when the wrong
Misdialed Number Credit number is dialed by the CA.

Relay users have functionally equivalent access to beepers and
Pagers and Beepers Z

Relay users can dial 900 calls via relay via a toll-free 800 number
Pay-Per-Call which observes LEC restrictions so that customers do not have to

register blocks with the Relay,

Sprint allows access to regionally directed toll-free numbers so callers
reach the same destination that would have been reached without

Relay.

Regionally Restricted Relay users can reach regionally restricted toll-free numbers through
B800/B8E/877/866/855 Sprint.
Reverse 2-Line HCO Sprint's 2-Line HCO users can also receives incoming calls.
Reverse 2-Line VCO A VCO user receives a call from a voice user first then dials/connects
the CA.
Although not implemented in Relay Okiahoma, Sprint has the ability
Roaming to disable the setting that currently requires one party to be calling
from inside Oklahoma.
Spanish-to-Spanish Spanish-speaking relay users can access Relay Oklahoma. Sprint
offers proficient bilingual (Spanish) CAs and full functionality.
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CONTRACT FOR OKLAHOMA TRS

Customer Feature

Description
Speech-challenged users (HCO) can type "S" to inform the CA that

Speech-Challenged Indicator they will be utiizing HCO.
Speech-challenged users can speak with assistance of specialized
Speech-to-Speech (STS) CAs.
s h10-S h Busy Line STS users will be able to immediately confirm the STS CA dialed the
Verification night number if a busy signal is reached  The STS CA will repeat the
number aloud to confirm.
Speech-to-Speech Contact STS users can register their telephone numbers and hours of
Information availability, making it easier for voice callers to connect to them.
Speech-to-Speech to TRS STS users can communicate with other users of relay including
Voice, TTY, VCO, HCO or STS.
Speech-to-Speech Email Call Set- | STS users can send their call instructions to the CA prior to the call to
up assist in processing the call.
Spanish speaking STS users can speak directly to others with the
Speech-lo-Speech using Spanish | . .otance of specialized bilingual CAs.
A STS user can speak directly to the CA without hearing the voice
Speach fo Speach wih PINECY | .05 yoice. The CA will simply re-voice the STS user's message.
STS users who have problems hearing on the phone can use the
Speech o Speech VOO VCO service with STS CAs revoicing for them, as necessary.
Relay users can access Relay Oklahoma using TTY (Baudot), ASCII,
Text protocols TurboCode™, or Enhanced Turbocode (Sprint is the exclusive
provider of Enhanced Turbocode).
Relay users will receive 50% off of Sprint MTS rates interstate toll
Toll Discounts il
Voice or TTY relay users needing a specialized CA or different
Transfer capabilities department (e.g. Customer Service) can be transferred without
hanging up.
Relay users can reach TRS Customer Service, which is available 24
TRS Customer Service hours-a-day, 7 days-a-week to request information, or to offer
commendations and submit complaints.
Relay users can access TTY CA services to complete TTY-to-TTY
TTY OperatorServices (OSD) calls; obtain Directory Assistance information; or receive credit for
eroneous billing. The toll-free number is: 1-800-855-4000.
TTY users can use relay to call another TTY when a CA is necessary
TTY to TTY (Call Release) 10 set up the call
TurboCode™ Relay users can enjoy quicker transmission (up to 110 wpm) and
interrupt when using Relay Oklahoma with Turbocode.
HCO users with two telephone lines can use one line to hear the
Two-line HCO hearing person directly while the other line is used to type to the CA
simuitaneously.
VCO users with two telephone lines can use one line to speak directly
Two-ine VCO to the hearing person while the other line is used to receive the CA's

typed responses simultaneously. Two-Line VCO offers 2 more natural
flow of conversation without pauses required with single line calls.
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CONTRACT FOR OKLAHOMA TRS

Varisble Time Stam M Relay users can receive the last few words reiayed if the person on

the other line disconnects while they are typing.
VCO callers can automate the set-up the call without typing with a
VCO Permanent Branding special greeting.

VCO users can choose to keep conversations more private by
requesting that the CA not hear the VCO caller speaking. The CA will

VCO W Privacy/NO GA only listen to the hearing party and type the conversation to the VCO
user.
VCO users can contact HCO users through the Relay. The VCO user
VCO-HCO speaks directly to the HCO user and the HCO user types their
conversation directly to the VCO user.

VCO users can contact TTY users through the Relay. The VCO user
VCO-TTY can use his/her own voice and the CA will listen to the VCO caller's

spoken words then type the message to the TTY user. The TTY user
types directly to VCO user without any CA interaction.

VCO users can contact other VCO users through the Relay. The CA

VCO-vCO listens to VCO users speak and type the spoken words for the parties
at both ends.
Voice Call progression Voice or HCO users can listen during call set-up i.e. ninging, busy.

Deaf or Hard-of-Hearing people who prefer to use their own voice can
speak directly to the party they are calling. The CA types the voiced
YoorClmyiaver o) responses back to the VCO user who can read the typed messages
across the TTY screen.
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Attachment B - Sprint's Relay Oklahoma Carrier of Choice List

Carrier Name Camier Code
10-10-220 Telecom USA G220 |
[10-10-321 Teiecom USA oa21
10-10-432 QWest 0432
10-10-502 WorldeChange 0502
10-10-636 Claar Choics ; 0536
10-10-752 EXCEL 0752
10-10-811 Vartec 0811
10-10-834 WarldsChange 0834
10-10-987 0987
WTET 0288
Broadwing Communications o U948

adwing Telecom o071
ICP Telecom D444
(Century Tel Long Distance 0550
Century Tel Solutions 0550
Coastal Telephone Co. 0661
Cox Communications 6269
Giobal Crossing 0444
Loos 0222
MCIWorldCom 0222
Meleod USA 0725
Matromedia o222
loPEX LD 0444
SBC Long Distance ) 5792
Sprint 1 0333
TDS Telecom 0417
Verizon LD 5483
Wiitel 0222
Working Assets 0645
WorldCom 0555
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For Billing Inguiries. call 1-800-722-3450 Page 3
Account Number: R ———

S E Account Name:
Due Date: 05/15/2011 7BCNT? 7CPQ?

Salina-Spavinaw Telephone Co, Visit our website at www.sstelco.com

SST Has Convenient Voice Mail Options

Voice mail allows callers to leave a message for you when you
are on the phone or away from home. Unlike answering
machines, it answers even when the power is oul. Convenience,
simplicity. flexibility, and efficiency are all wrapped into SST's
timesaving calling feature, "Voice Mail". For $3 a month, you can
have either voice mail if line is busy OR voice mail if no answer.
For only $3.50 a month, you can get premium voice mail with
both fea- tures. One of these three convenient voice mail options
is sure to meet the needs in your busy life plus add maximum
efficiency since you can check your messages no matter where
you are. Call us at 1-018-434-5392 or 1-800-722-3450 fo sign up
today. We look forward to belter serving you.

Online Billing and Payment Security Code

SSTs online billing and payment system protects your privacy
and provides an even more secure sight for you our valued
cuslomer. Customers who are new to the online system wiil need
to utilize their account number and a security code which is
provided by SST. This change has no effect on customers
currently registered. The security code we have chosen will be
SST's three digit company number 012 plus the last four digits of
your telephone number. In case you are a customer that has
multiple telephone numbers, you will use the last four digits of
your main telephone number which is located on your remittance
page of your telephone statement. Visit www.sstelco.com to
register now for our Online Billing and Payment Serv- ices. If
you need registration assistance, please contact our customer
service repres- entatives at 918.434.5392 or 1.800.722.3450.

IMPORTANT INFORMATION

YOUR BUSINESS IS IMPORTANT TO US!! FOR CUSTOMER
SERVICE CONTACT SST TOLL FREE 1-800-722-3450 (LOCAL NO.
439-5392) OR VISIT SST AT WWW.SSTELCO.COM. OFFICE HOURS
ARE MONDAY - FRIDAY SALINA 8 a.m.-5 p.m. KANSAS 9 a.m.-4
p-m. BILLS ARE DUE WHEN RENDERED. TO AVOID A LATE
PENALTY ON YOUR ACCOUNT, SST MUST RECEIVE YOUR
PAYMENT BY THE 15TH OF THE MONTH. SST NOW ACCEPTS
VISA AND MASTERCARD PAYMENTS, FOR DETAILS CALL
1-800-722-3450.

Pagem Acﬁvlg

m———
Payment Received 04/07/2011 74.00
Payment Received 04/08/2011 3.27
Total Payments $77.27

Summary of Current Account Activity

Meathly  Ofher Chaiged & Lomg Tanes, Sur-

Services harges  (redits & Usage Distamce  charges & Fees  Quaeges
00000 A 0.00 7.62 0.00 0.00 7.62
SRR ;o na 0.00 0.0 373 355
SR 11 1110 1T 0.00 a0 0.00 $TE

L ] 64.77 0.00 0.00 173 63.50
Account Toral $64.77 $7.62 50.00 $3.73 £76.12

%>

Summary of Current Taxes, Surcharges and Fees
%

Description Total
FED TAX 3% 0.87
STATE TAX 4.5% . 130
SALINA CITY TAX 4% 116
MAYES CNTY TX 1.375% 0.40

Total Taxes, Surcharges and Fees $3.73

Current Account Charges

Non-Payment of charges noted with an asterisk (*) may result in disconmection
of your local telephone service

Account NOYRTEENENEN
Other Charges & Credits
Description Qty Amount Total
BILLING ADJ-LATE PENALTY 1 762 7.62
Subtotal Other Charges & Credits $7.62

The Account charges shown above are being biljed on behall of SALINA-SPAVINAW
TELEPHONE CO. 1-800-722-34%0

Current Telephone Service

Non-Payment of charges poted with an asterisk (%) may resulf in disconnection
of your local telephone service

Monthly Charges
Service Qy  Amount Total
Charges for 050L/11-0531/11
* FED UNIVERSAL SVC CHG-SINGLE LINE ACCESS 1 o.er 097
* OKLA-STATE SURCHARGES 1 0.07 007
* OKLA HEARING IMPAIRED SURCHARGE 1 0.05 0.05
* TRS SURCHARGE » 1 007 007
* EAS (PRYOR) RESIDENCE 1 1.33 133
MAYES CO 911-RESIDENCE 1 0.73 0.73
* LOCAL ACCESS RESIDENCE 1 1110 1110
* 900 BLOCK INITIAL REQUEST 1 0.00 0.00
JRD NO. RESTRICTION 1 0.00 0.00
* MAINTENANCE PLAN-RESIDENCE 1 1.50 1.50
PIC BLOCK-COMPLIMENTARY 1 0.00 0.00
* CALLER ID/CALL WAITING 1 7.50 7.50
* MCYWORLDCOM [0222) INTER 1 000 0.00
* MCYWORLDCOM [0222) INTRA 1 0.00 0.00
FCC SINGLE LINE RESIDENCE 1 6.50 6.50
Subtotal Monthly Charges $29.82

The company you have chosen for your inferLATA cails flong distance calis
oulside your local toll cailing area) is MC1, a Verizon Company

The company you have chasen for your intralATA calls flong distance calis
fnside your local toll calling area) is MC1, a Verizon Company

Taxes, Surcharges & Fees Total
FED TAX 3% 0.87
STATE TAX 4.5% 130
SALINA CITY TAX 4% . 116
MAYES CNTY TX 1.375% 040

Subtotal Taxes, Surcharges & Fees $3.73

The Telephone charges shown above are being bifled on behaif of
SALINA-SPAVINAW TELEPHONE €O, 1-800-722-3450



* sty dns . 3 EP UL, LULy
Linvoice: Zemeg. Service Summery Page 2 of 6

Balance Forward

Previcus BIlf

Payment made on Aug 3

Total payments through Aug 24

Balance Before Current Charges $ 0.00
Taxes
Service Summary Surcharges
Recurring Adj Usage Fees Subtotal

Pine Business Telephone Service

" Ve ‘4 -—

Subtotal Current Charges

Total Amount Due I

Charge Detail
Pine Business Telephone Servi
Recurring Charges (Sep 01 - Sep 30)
* 1 Party Access Line 22.00
* Impaired 0.07
* Ok Surcharge 0.05
* Occ Fee 0.04
* Multi Line Fec Access 9.20
Taxes, Fees, and Surcharges
Broken Bow City Tax 0.78
Broken Bow Use Tax 0.44
Federal Excise Tax 0.94
Federal Universal Service Charge 132
McCurtain County E-911 Service Fee 2.20
McCurtain County Tax 0.47
Oklahoma State Tax 1.41
Okdahoma Universal Service Charge 0.69
Total for 580-584-3329
Pine Buslnssfeleﬁme
araryer(&'p 01 - 5ep 30)
. 1 Party Access 22.00
* Volcemall 7.00
- Trsmeamq Impaired 0.07
* Ok Surcha 0.05
* Dcc Fee 0.04
* Multi Line Fer Access 9.20
Dhmmer 0.00
Usage Charges (thru Aug 20)
Pine Long Distance 14.00
Taxes, Fees, and
Federal Universal Service Charge 233
County E-911 Service Fee 2.20
Oklahoma Universal Service Charge 0.69
Total for 580-584-3330
Pine Business Telephone Service ("W
Recurring Charges (Sep 01 - Sep 30) .
* 1 Party Access Line | 22.00
* Trs/Hearing Impaired 0.07

* Ok Surcharge 0ss




sofSve | Jand [ or | [ Include
D Exclude

OC&C ID (MW and SE Only)

CIC (MCI or Sprint Invoice Only) or TCCID for End of
Charges or Important Information
(WEST Reguest Only)

Text Code (for IT Carrier Marketing Message
5 position code: NNNNN

{WEST Reguesi Only)

Message Copy

1% line: Title-(All Caps) with a maximum of 20 characters including spaces
2" line: Message (Upper/Lower case): maximum of 6 lines

ENGLISH

SPANISH

SURCHARGES AND FEES

Effective 5/1/2011 the OK Relay Service and Equipment
Fund surcharge is increasing from $0.09 to $0.12 per line
per month. This surcharge consists of $0.07 (previously
$0.04) for provision of telecommunications relay services
and £0.05 to fund the Telecommunications Equipment
Fund for the deaf and hearing or speech-impaired

persons. For more information please contact an AT&T
Service Representative at the number listed cn your bill.

Special Instructions (Criteria or other reguirements not handled by the form above)

WMWMM/@ i

A 7




Company Ril_ﬁng Message M._:mer Maintenance Page 1 of 3

Comgpany Billing Message Master Accoun SETEENNSS SRt |,

aintenance - View Record | ek W OSETEIRE R
v O
Company Number: 1704 *Pinnacle
Bill Date: 2011-05-01
State: . OK
Service Class: R
Current Message Line 1: EFFECTIVE 5-1-2011 THE TRS SURCHARGE WILL BE
Current Message Line 2: [NC_R.EAS]NG FROM $0.04 TO $0.07 PER MONTH.

Current Message Line 3:
Current Message Line 4:
Current Message Line 5:

Past Due Message Line 1: EFFECTIVE 5-1-2011 THE TRS SURCHARGE WILL BE
Past Due Message Line 2: INCREASING FROM £0.04 TO $0.07 PER MONTH.

Past Due Message Line 3: :

Past Due Message Linc 4:

Past Due Message Line 5:

Current/Past Due Message in
Bold?:

Current/Past Due Message in N
Italics?:

Y

Extended
Message
Text:

J’?&’?MC(C &/»’735’7%72/&!&22{,7

http://192.168.1:10:3 GSOIjjaL/JJO]43.pgm’.’TASK=disp&rm=0000004! 2&SmurfID=155888... 9/21/2011




Appendix M:

Copy of the 2008 TRS Recertification Renewal Letter
from the FCC
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Federal Communications Commission RECEIVED

Washington, D.C. 20554 JUL 21 2008
July 16, 2008 OKLAHOMA TELEPHONE
ASSOCIATION

Oklahoma Telephone Association
Bob Stafford, Executive Director
301 N.W. 63" Street, Suite 410
Oklahoma City, OK 73116

Re: Telecommunications Relay Services (TRS); Application No.: TRS-57-07; CG Docket No. 03-123
Dear Mr. Stafford:

Pursuant to Title IV of the Americans with Disabilities Act of 1990, section 225(f)(2) of the
Communications Act of 1934, as amended, 47 U.S.C. § 225()(2), and section 64.606(b) of the
Commission's rules, 47 C.F.R. § 64.606(b), the Application of the State of Oklahoma for certification of
its Telecommunications Relay Services (TRS) program, Application No. TRS-57-07, is hereby
GRANTED. On the basis of its application, the Consumer & Governmental Affairs Bureau (Bureau) has
determined that:

(4] the TRS program of the State of Oklahoma meets or exceeds all operational, technical,
and functional minimum standards contained in section 64.604 of the Commission’s
rules, 47 C.F.R, § 64.604;

(2) the State of Oklahoma's program makes available adequate procedures and remedies for
enforcing the requirements of the TRS program; and

(3) the State of Oklahoma's TRS program in no way conflicts with federal law.

The Bureau also has determined that the State of Oklahoma's intrastate funding mechanism is labeled in a
manner that promotes national understanding of TRS and does not offend the public, consistent with
section 64.606 of the Commission's rules, 47 C.F.R. § 64.606(d).

Because the Commission may adopt further changes to the rules governing relay programs, including
state relay programs, the certification granted herein is conditioned on a demonstration of compliance
with any new rules ultimately adepted by the Commission. The Commission will provide guidance to the
states, U.S. territories, and the District of Columbia on demonstrating compliance with such rule changes.

This certification shall remain in effect for a five year period, beginning July 26, 2008, and ending on July
25, 2013, pursuant to 47 C.F.R. § 64.606(c). One year prior to the expiration of this certification, July 25,
2012, the State of Oklahoma may apply for renewal of its TRS program by filing documentation in
accordance with the Commission’s rules, pursuant to 47 C.F.R. §§ 64.606(a) and (b).

Sincerely,

Z&sﬁﬂer

Chief, Disability Rights Office
Consumer & Governmental Affairs Bureau



f¢ PUBLIC NOTICE

Federal Communications Commission

445 12th Street, S.W. R e e
Washington, D.C. 20554 TTY: 1388 835-8322
DA 08-1673

Released: July 16, 2008

NOTICE OF CERTIFICATION OF STATE TELECOMMUNICATIONS RELAY SERVICE
(TRS) PROGRAMS

CG DOCKET NO. 03-123

Notice is hercby given that the applications for certification of Telecommunication Relay
Services (TRS) programs of the states' listed below have been granted, pursuant to Title IV of the
Americans with Disabilities Act (ADA), 47 U.S.C. § 225(f)(2), and section 64.606(b) of the
Commission’s rules.” On the basis of the state applications, the Consumer & Governmental Affairs
Bureau (Bureau) has determined that:

(N The TRS program of the states meet or exceed all operational, technical, and functional
minimum standards contained in section 64.604 of the Commission’s rules;’

2) The TRS programs of the listed states make available adequate procedures and remedies
for enforcing the requirements of the state program; and

(3) The TRS programs of the listed states in no way conflict with federal law.

The Bureau also has determined that, where applicable, the intrastate funding mechanisms of the

listed states are labeled in a manner that promotes national understanding of TRS and does not offend the
public, consistent with section 64.606(d) of the Commission’s rules.’

Because the Commission may adopt changes to the rules governing relay programs, inchuding
state relay programs, the certification granted herein is conditioned on a demonstration of compliance
with any additional new rules that are adopted by the Commission, The Commission will provide
guidance to the states on demonstrating compliance with such rule changes.

In response to the Public Notice released seeking comment on the applications for certification of
state TRS programs,’ the Commission received 84 comments, all of which address Speech-to-Speech

' For purposes of this proceeding, the term “states™ refers to states, U.S. territories, and the District of Columbia

where applicable.

247 CF.R. § 64.606(b)
*47 CF.R. § 64.604,

* 47 CF.R. § 64.606(d).

* Applications for Certification as Certified State Telecommunications Relay Service (TRS) Programs Filed;
Pleading Cycle Established for Comment on Applications, CG Docket No. 03-123, Public Notice, DA 08-60 (Jan.
10, 2008).



(STS) outreach.” As part of their applications for certification, states were required to submit specific
examples of all outreach activities, including those targeted to users and receivers of STS services. We
reviewed each of the outreach plans submitted by the states in conjunction with each of the applications
listed below and found them to be in compliance with the Commission's requirements. The Bureau
reminds states receiving certification herein of their continued obligation to engage in outreach activities,
or to ensure that their contracted TRS providers conduct outreach in accordance with 47 CF.R. §
64.604(c)(3).”

This certification, as conditioned herein, shall remain in effect for a five year period, beginning
July 26, 2008, and ending July 25, 2013, pursuant to 47 C.F.R. § 64.606(c). One year prior to the
expiration of this certification, July 25, 2012, the states may apply for renewal of their TRS program
certification by filing documentation in accordance with the Commission's rules, pursuant to 47 C.F.R. §§
64,606(a) and (b).

STATES APPROVED FOR CER C. N

File No: TRS-46-07 File No: TRS-19-07

Alabama Public Service Commission Department of Commerce

State of Alabama State of Alaska

File No: TRS-47-07 File No: TRS-02-07

Arkansas Deal and Hearing Impaired Commission for the Deaf and Hard of Hearing
State of Arkansas State of Arizona

File No: TRS-32-07 File No: TRS-23-07

California Public Utilities Commission Colorado Public Utilities Commission
State of California State of Colorado

File No: TRS-48-07 File No: TRS-35-07

Connecticut Department of Public Utility Delaware Public Service Commission
State of Connecticut State of Delaware

" Each comment was dirceted to a specific state program, and requested that the Commission review the STS
outreach activitics of the specified state prior to granting certification. The Commission received the following
number of conuments regarding the following states: California- 36, Colorado- 2, Georgia- 1, Hawaii- 4, lllinois- 5,
Kansas- 2, Massachusetis- |, Minnesota- 1, Montana- 5, Nebrask-1, New Jersey- 1, New Mexico- 1, New York- 3,
Ohio- 2, Oregon- 2, Pennsylvania- 1, South Carolina- 2, South Dakota- 1, Vermont- 1, Virginia- 3, Washington- 1,
Wisconsin- 8,

" See 47 C.FR. § 64,604(c)(3) Public Access to Information. This rule states, “[c|arriers, through publication in
their directories, periadic billing inserts, placement of TRS instructions in telephone directories, through directory
assistance services, and incorporation of TTY numbers in telephone directories, shall assure that callers in their
service arcas are aware of the availability and use of all forms of TRS. Efforts to educate the public about TRS
should extend to all segments of the public, including individuals who arc bard of hearing, speech disabled, and
senior citizens as well as members of the general population. In addition, each common carrier providing telephone
voive transmission services shall conduet, not [nter than October 1, 2001, ongoing education and outreach programs
that publicize the availability of 711 access to TRS in a manner reasonably designed to reach the largest number of
consumers possible.”
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File No: TRS-49-07
Public Service Commission
District of Columbia

File No: TRS-51-07
Georgia Pubic Service Commission
State of Georgia

File No: TRS-43-07
Idaho Public Service Commission
State of ldaho

File No: TRS-08-07
Indiana Telephone Relay Access Corporation
State of Indiana

File No: TRS-07-07
Kansas Relay Services, Inc.
State of Kansas

File No: TRS-13-07
Louisiana Relay Administration Board
State of Louisiana

File No: TRS-33-07
Telecommunications Access of Maryland
State of Maryland

File No: TRS-54-07
Michigun Public Service Commission
State of Michigan

File No: TRS-35-07
Mississippi Public Service Commission
State of Mississippi

File No: TRS-56-07
Telecommunications Access Program
State of Montana

File No: TRS-25-07
Relay Nevadu
State of Nevada

File No: TRS-45-07
New Jersey Board of Utilities
State of New lersey

File No: TRS-16-07
New York Stute Department of Public Service
State of New York

File No: TRS-50-07
Florida Public Service Commission
State of Florida

File No: TRS-22-07
Hawaii Public Utilities Commission
State of Hawaii

File No: TRS-10-07
Illinois Commerce Cominission
State of Illinois

File No: TRS-03-07
lowa Utilities Board
State of Towa

File No: TRS-52-07
Kentucky Public Service Commission
Commonwealth of Kentucky

File No: TRS-53-07
Maine Public Utilities Commission
State of Maine

File No: TRS-34-07

Department of Telecommunications and Energy
Commonwealth of Massachusetts

File No: TRS-39-07
Minnesota Department of Commerce
State of Minnesota

File No: TRS-15-07
Missouri Public Service Commission
State of Missouri

File No: TRS-40-07
Nebraska Public Service Commission
State of Nebraska

File No: TRS-42-07
New Hampshire Public Service Commission
State of New Hampshire

File No: TRS-14-07
Commission for the Deaf and Hard of Hearing
State of New Mexico

File No: TRS-30-07
Department of Health and Human Service
State of North Carolina



File No: TRS-12-07
Information Technology Department
State of North Dakota

File No: TRS-57-07
Oklahoma Telephone Association
State of Oklahoma

File No: TRS-38-07
Pennsylvania Bureau of Consumer Services
Commonywealih of Pennsylvania

File No: TRS-59-07
Division of Public Utilities and Carriers
State of Rhode Island

File No: TRS-60-07
Department of’ Human Services
State of South Dakota

File No: TRS-17-07
Texas Public Utility Commission
State of Texas

File No: TRS-09-07
Utah Public Service Commission
State of Utah

File No: TR5-04-07
Department of the Deaf and Hard of Hearing
Commonwealth of Virginia

File No; TRS-06-07
Public Service Commission of West Virginia
State of West Virginia

File No: TRS-18-07
Division of Vocational Rehabilitation
State of Wyomning

File No: TRS-37-07
Public Utilities Commission of Ohio
State of Ohio

File No: TRS-36-07
Oregon Public Utilities Commission
State of Oregon

File No: TRS-28-07
Telecommunications Regulatory Board
Puerto Rico

File No: TRS-11-07
South Carolina Office of Regulatory Staff
State of South Carolina

File No: TRS-20-07
Tennessee Regulatory Authority Services
State of Tennessee

File No: TRS-61-07
Virgin Islands Public Services Commission
.S, Virgin Islands

File No: TRS-44-07
Vermont Department of Public Service
State of Vermont

File No: TRS-27-07
Office of the Deaf and Hard of Hearing

State of Washington

File No: TRS-01-07
Wisconsin Department of Administration
State of Wisconsin

The full text of this document and filings will be available for public inspection and copying
during regular business hours at the FCC Reference Information Center, Portals I1, 445 12" Street, S.W..
Room CY-A257, Washingten, D.C. 20554. These documents and copies of subsequently filed
documents in this matter may also be purchased from the Commission’s duplicating contractor at, Portals
11, 445 12" Street, S.W.. Room CY-B402, Washington, D.C. 20554, Cusiomers may contact the
duplicating contractor at their website: www.bepiweb.com or call 1-800-378-3160. Filings may also be
viewed on the Consumer & Governmental Affairs Bureau's, Disability Rights Office homepage at
http:/iwww fee poviceb/drofirs_by_state.htmnl.




To request materials in accessible formats for people with disabilities (Braille, large print,
electronic files, audio format), send an e-mail to fee504 fec.gov or call the Consumer & Governmental
Affairs Bureau at 202-418-0530 (voice), 202-418-0432 (TTY). This Public Notice can also be
downloaded in Word and Portable Document Format (PDF) at http://evww.fee. govicgb/dro.

For further information regarding this Public Notice, contact Diane Mason, Consumer and
Governmental Alfairs Bureau, Disabilities Rights Office (202) 418-7126 (voice), (202) 418-7828 (TTY),

or e-mail Diane Masontifee.gov.

-FCC-
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Appendix N:

Copy of the letter notifying the FCC of substantive
changes to the TRS program
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Telephone

Serving Oklahoma's

Industry Since 1935

September 19, 2011

Mr. Thomas Chandler

Chief, Disability Rights Office
Federal Communications Commission
9300 East Hampton

Capitol Heights MD 20743

Dear Mr. Chandler:

Pursuant to 64.605(1), this is to inform you of substantive changes in the Oklahoma
Telecommunications Relay Service (TRS) program. The changes are as follows:

1. A new agreement for the provision of telephone relay service in Oklahoma has been
executed with Sprint Communications Company, L.P. for the period of November 15,
2012 through November 14, 2016.

2. New rates, pursuant to the new contract for TRS service and for CapTel services.

3. Outreach - Sprint will provide a dedicated outreach budget to increase awareness and
familiarity of Relay Oklahoma among the users of the service as well as other citizens
and businesses. During the term of this Agreement, Sprint will provide at $50,000 annual
outreach budget dedicated to Relay Oklahoma in addition to providing the services of an
Account Manager to serve the outreach needs for the State. This is an increase of
$10,000 annually from the previous contract.

The OTA certifies that the Oklahoma TRS program continues to meet federal minimum
standards.

Sinccrely{
R o=

Bob Stafford
Executive Vice President

3800 N. Classen Blvd, Suite 215, Oklahoma City, OK 73118
Tel: 405-525-7700 Fax: 405-525-7707 E-mail: ota@brightok.net
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